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Abstract
It is predicted that there will be more people over the age of 65 than under 5 by
2050 in developed countries. In recognition of the needs of an ageing population,
there is a growing field of research in HCI focused on engaging older people with
digital technologies.
This thesis contributes to the field of ageing in HCI through a community-based
participatory design investigation into the challenges and opportunities for older
people to engage with digital tools in their everyday lives. We demonstrate how
the commitments, practices and values of participatory design can be used to better
understand and foster engagement between digital tools and older people through
the support of community-based organisations.
This is achieved through two case studies. The first study with a traditional com-
puter class at a local day centre. The second with a London-based intergenerational
running club. The research reflects on and examines the details and decisions of the
learning and adoption process across these two studies. We expand our view beyond
the digital tools to the influences and situations that contribute to older people’s
attitudes and usage. Through the lens of participatory design and communities of
practice we discuss the considerations of values, problem-solving, and identity that
can potentially be transferred to other non-traditional digital learning environments
for older people. We provide recommendations and reflect on our challenges to serve
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Our everyday tasks, whether work, health or leisure, are increasingly being admin-
istered through digital tools and services. Those who do not engage with digital
tools are being left behind and left out of both essential and desirable opportunities.
One demographic that is persistently being sidelined by digital culture is the ‘Grey
Generation’. The Grey Generation refers to people who are aged 65+ and they
are the fastest growing demographic in developed countries (Nations, 2015). There
has been much work in human-computer interaction (HCI) around engaging older
people with digital tools and services. This work spans games (Gamberini et al.,
2006; Mueller et al., 2008; Whitcomb, 1990; Wiemeyer and Kliem, 2012), ad-hoc
devices (Demirbilek and Demirkan, 1998, 2004; Gitlin and Levine, 1992; Ijsselsteijn
et al., 2007; Phiriyapokanon, 2011; Tsai and Chang, 2009) , commercial devices (Alv-
seike and Brønnick, 2012; Hamano and Nishiuchi, 2013; Hendrix and Sakauye, 2001;
Williams et al., 2013) and health focused or related digital interventions (Billipp,
2001; Cashen et al., 2004; Slivinske and Fitch, 1987; Whitcomb, 1990; Wichert and
Eberhardt, 2011). Much of this work is focused on the maintenance of some facet
of the older person’s health. There is growing work that looks beyond health main-
tenance and recognises that older people have diverse interests and lifestyles (Cook,
2006; Sun et al., 2015). When it comes to introducing and engaging older people
with the ever evolving landscape of digital tools there is space for more consider-
ation in regard to their lifestyle and personal interests and hobbies. The current
11
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approach is often through institutional course offerings or designing tools and/or
augmentations specific to the needs of older people. These approaches are often led
by experts in the arena of adult education and/or in design of digital devices. There
has been some work in co-designing with older people, however, it typically involves
‘introducing to’, and/or ‘delivering to’, to older people fully formed proposed so-
lutions. Our work aims to involve older people in the entire design process from
identifying their needs, to conceiving a solution and testing the proposed solution.
In order to contribute to this discussion, this PhD research aims to broaden the
design space of HCI for older people:
• To include in the discussion older people’s voices about their relationship to
digital tools and an alternative understanding of how sustained engagement,
adoption and peer leadership can occur.
• To provide researchers guidance and examples of the benefits and challenges
of working ‘in-the-wild’ and taking on embedded roles within community.
To meet these research aims we employed three complementary strategies. First, we
conducted two case studies in which we were embedded in the organisations for a
sustained period of time. We spent six months for the first study in a local day centre
offering computer classes. We then spent twenty months for the second study with a
GoodGym, a local intergenerational running club in London. The day centre site was
chosen as it is similar to the classroom learning environments that typically supports
computer training for older people described in the literature (Amaro and Gil, 2011;
Dickinson et al., 2011; Sayago et al., 2013). The day centre was an opportunity to
investigate the current situation on the ground and compare it with barriers and
usability issues for older people highlighted in the existing literature. GoodGym
was chosen because it offered an alternative platform for engaging older and young
people in a supportive intergenerational community. This platform was appealing to
test the theory that meaningful digital tool adoption for older people can come from
trusted community sources (Selwyn, 2004; Shearman, 1999). The two sites offered
an opportunity to contribute to research into both traditional and non-traditional
digital tool engagement along with adoption and leadership opportunities for older
people.
Secondly, we chose participatory design (Simonsen and Robertson, 2012; Spinuzzi,
CHAPTER 1. INTRODUCTION 13
2005) as our methodology. Participatory design is a set of theories and practices that
involves those who should benefit from the system in all stages of the design process
as full participants (ibid). This methodology was chosen as a way to include older
people’s voices in identifying their needs, proposing solutions and testing of those
solutions. Through a holistic engagement the older people contribute to develop-
ment of solutions that are meaningful and relevant to their everyday lives. Through
their involvement we can begin to make headway in reducing older people’s alien-
ation fostered by current youth focused digital culture practices and development
(Damant and Knapp, 2015). Since we worked ‘in-the-wild’ (Crabtree et al., 2013;
Dittricll et al., 2002; Rogers, 2011) with two non-workplace communities, we are
contributing to community-based participatory design (DiSalvo et al., 2012). This
is where participatory design research is conducted within community, organisations
and other informally structured groups. Historically, participatory design has been
conducted in workplaces and/or labs and applied through discrete workshops. Our
work expands participatory design into the real world. In both studies, we worked
with participants in their real life settings and through their natural activities and
interests. Instead of recruiting people to attend workshops, the researcher was the
one who had to be invited in the lives and the communities of the participants. The
day centre and GoodGym represent two different types of communities each with
their own opportunities and challenges as we will address in both the respective
studies and the conclusion.
Finally, in order to take a more holistic view of the contributors beyond device
design, we draw on communities of practice to explore the influence of the social
relationships, and community roles that either support or deter one’s ability to
determine the relevance of digital tools to their own interests, and lifestyle. We
address added-value activities and problem-solving skills as influences on digital
tool engagement.We also point towards factors that influence older people to become
leaders and seeders of digital tool usage among their peers.
1.2 Research questions
With these aims we framed this PhD research through two research questions:
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What can ageing in HCI learn about engaging older people with digital
tools in community-based organisations?
Does embedded engagement add value to the community-based partici-
patory design process?
We answer these questions through two case studies conducted over two and half
years with a day centre (6 months) and GoodGym (20 months).
1.3 Research methodology
In chapter 3, we discuss our application of participatory design. We ground our
work in community-based participatory design to allow for community building and
education that occurs within the communities we worked with. Working in-the-wild
with communities is messy and unpredictable (Heitlinger, 2015; Rogers, 2011). To
balance the flexibility of community-based aspects, we employed the three phase par-
ticipatory design methodology proposed by Spinuzzi. These phases of exploration,
discovery, and prototyping provide a structure to the method with the flexibility
needed when working with communities (Spinuzzi, 2005). As a new researcher
we deemed it prudent to practice applying the participatory design methodology
through a pilot study. The pilot study involved tech-savvy artists facing disabling
barriers in distributing their art online. We present an overview in Chapter 3. The
aim of this pilot study was for us to develop our skills in applying the methodology
as well as to personally better understand the problems to be overcome in doing so.
We conducted our research with two distinctive communities who already engage
older people. The day centre explicitly offers computer training to patrons who
are inspired to participate in the courses. The aim of our day centre work was to
observe and understand the motivations of older people who choose to participate
in these types of offerings. GoodGym, which provides opportunities for socialising
between young runners and older people who want to widen their engagement with
their community. The intention of the GoodGym study was to work together to see
if there was an everyday need and/or desire that as a community we could identify,
conceive and test a solution for. We did not approach either organisation with a ‘fix
it’ mentality. We entered with a mindset of what can we learn from the community
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and the opportunities for collaboratively addressing the challenges identified by the
respective groups. The goal was not to change but collaboratively add value to the
communities.
We took a case study approach that employed the exploration, discovery and proto-
typing phases (DiSalvo et al., 2012; Spinuzzi, 2005). The day centre study (Chapter
4) was a way to experience a computer training class and compare it with existing
reported research. Through our participatory work with the administration we did
implement some changes to the course structure. The GoodGym study (Chapter 5)
explored the involvement of older people in the identification of a problem, commu-
nity conceived solutions and co-development of a digital intervention that supports
their everyday lifestyle in their intergenerational community.
Participatory design research produces solutions to frame newly gained knowledge
that is shared and reported to a larger community. We analysed our study data
through thematic analysis (Braun and Clarke, 2006), as described in chapter 3.
Themes and sub-themes were produced for each study and presented as a set of
findings. Finally in chapter 6 we compare and reflect on the findings through both
community-based participatory design and communities of practices. We reflect on
the factors that influenced older people to accept, adopt and sustain their digital tool
usage. We present examples of older people who evolved to be leaders and advocates
of digital tool usage among their peers. These strategies and challenges are offered
as guidance and inspiration for others doing community-based, in-the-wild research.
1.4 Why we choose this research
As part of a collective, prior to my PhD study, I co-founded a women’s researcher
collective G.Hack. We worked with textile students at Central St. Martins college
and with older people on a project called Threads and Yarns.
Jo Morrison was their Digital Projects Director. They had developed a project with
their textile students and older people in the community. The students had gathered
stories from older people about their experiences with NHS and their health. Jo
came to G.Hack as they envisioned creating a table of woven flowers that played
stories they had collected. We worked with Jo and her students to design table and
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we programmed and developed the electronics. The final product was showcased at
the V&A, Bloomsbury and Wellcome Trust.
At the Bloomsbury exhibition we had a secondary station where people could make
yarn flowers. Often the older people who came were either featured in the exhibit
or knew one of the storytellers. It was in these conversations, over making thread
flowers, that I saw the disconnect between their contribution and the final product,
as well as their disconnect from much of the digital culture that is becoming the
driving force for services and socialisation. I wanted to understand why this digital
gap occurred. I realized it was arrogant to assume that I would remain digitally
relevant as I aged in an increasing fluid digital culture. How could this type of gap
be prevented or at least better managed as we grow older?
GoodGym had only existed for a couple of years when I was introduced to them. A
colleague knew the founder and made an introduction. Through four coffee meetings
over three months we discussed what our working together would mean for all parties
involved. GoodGym was interested as they were a small team of two and still
evolving as organisation. Working together they wanted to learn how their pairs
of runners and older people were evolving and what if any additional support was
needed.
The day centre was found through visiting various day centres offering computer
classes. The day centre we worked with was chosen as it had the most consistent
active attendees and was open to us conducting research. The location of the com-
puters in a open mixed usage space created challenges for documenting research and
gathering rich data, however, it created an attractive dynamic to socializing that
occurred before and after the classes.
Working with these two communities provided a means to explore not just digital
tool adoption but the environment and culture around usage that might influence
or deter adoption. While we did not have prior experience working with older peo-
ple, through our art practice and master’s work, we had prior experience working
with marginalized communities: people facing disabling barriers, and economically
disadvantaged youth. Participatory work was not unfamiliar and this was an op-
portunity to connect past skills with new research endeavours. Participatory design
aims to democratise the development and usage digital technologies. Through the
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choice of working with these communities we are taking on board the commitment
and opportunity to contribute to democratising digital culture in the face of ageism
(Heitlinger, 2015; Light, 2011).
1.5 Contributions
The thesis contributes to the field of ageing in HCI by applying community-based
participatory design to two different community settings that may be used to en-
gage older people as everyday users, create sustaining digital engagement and foster
technology leaders in their own peer communities. The researcher did this through
taking on embedded roles in both a computer training class and an intergenerational
running club (described in chapters 4 and 5). In these case studies we demonstrated
the potential for support for education, engagement, and leadership among older
people in their digital tool usage.
We explored whether the inclusion of the participants and community in the partic-
ipatory process would deter or support older people’s sustained digital engagement.
We provide evidence from stakeholders that through community-base participatory
design there is potential for creating sustained digital tool usage and peer support
in a trusted community. Our work contributes to the calls by Selwyn (2004) and
Shearman (1999) for the need for a trusted community environment and DiSalvo
et al. (2012)’s call for participatory engagement within the community. We provide
an example that this methodology is useful for engaging older people in digital tool
co-design, usage, and adoption in distributed intergenerational community. Addi-
tionally, we expanded the boundaries of the methodology by applying it ‘in-the-wild’
with people engaging in everyday activities. To further support the work in the real
world, the researcher took on sustained embedded roles within each organisation.
The potential for in-the-wild research we present here will need to be tested in other
non-traditional, non-kin intergenerational communities. In chapter 6, we consoli-
date the outcomes into recommendations for community-based engagement of older
people in learning, adoption, and fostering peer support for usage of digital tools.
We contribute to the field of participatory design by building on the emerging arena
of community-based participatory design. Firstly, by situating the work within
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two communities that explore both a structured centralised (day centre) and a dis-
tributed intergenerational non-kin (running club). Through our work in-the-wild we
are inviting a deeper engagement and contribution from participants in participa-
tory design and HCI. Secondly, we contribute to the field of participatory design by
applying Spinuzzi (2005)’s methodology in two different types of communities and
reflect on the benefits and challenges. We describe the process from the researcher
taking on embedded roles, relationships among the communities to the various ways
participants were engaged. Thirdly, we reflected on the challenges of doing this type
of work in-the-wild and engaging with people in their everyday activities. Through
sharing our lessons learned, we offer other researchers and practitioners insight for
working with sensitivity when engaging in research outside of the workshops and
labs.
The researcher has considered how the principles of community of practice may
influence older peoples’ evolution of roles from learners, adopters to leaders. Our
work is less about the specific digital tools used than the interaction between the
older person and the digital tool to understand the social influences and real world
context of usage. The environment and community culture may either foster or
deter an older person’s engagement with digital tools. As our work is situated in
this larger context, the findings and contributions have lasting relevance as long as
our digital culture is exclusionary to older people.
The research contributes to the smaller area of work: sustained digital engage-
ment in the area of non-kin intergenerational engagement with older people (Abeele
and De Schutter, 2010; Cumming-Potvin and MacCallum, 2010; Shedletsky, 2006;
Springate et al., 2008; Yeo, 2006). There is a legacy of older people and digital tool
engagement from our work. From the GoodGym study, we had older people who
created ad-hoc support groups outside of GoodGym. Those groups are still active
and are using digital tablets and supporting their peers.
1.6 Document Structure
Chapter 1: Introduction
The introduction describes the motivation, research aims and questions, background,
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contributions and structure of thesis.
Chapter 2: Literature Review
The literature reviews presents three areas of the literature that are relevant to our
work. We begin with defining ‘older people’ in the context of our research and why
this growing demographic is important. We then discuss the main themes that have
emerged from the field of HCI and older people: perceived usefulness, ease of use
and self-efficacy. We continue with a discussion of technology adoption theories and
ambiguity of older people’s attitude toward technology. We also address the long
standing stereotypes and myths regarding older people’s place in digital culture. We
conclude describing participatory design and community-based practices working
with older people.
Chapter 3: Methodology
The methodology chapter provides an overview of participatory design as our method-
ology. We explain why we choose participatory design with a community-based focus
for our work. We present and explain the structure of exploration, discovery and
prototyping applied in each of our case studies. We present and explain why we
chose thematic analysis for analysing our data. We conclude with a brief descrip-
tion of a pilot study where we tested the participatory design method with two
tech-savvy artists facing disabling barriers to sharing their artwork online.
Chapter 4: Day Centre Computer Training Classes for Older People
The day centre case study provides insight to the benefits and challenges of computer
training classes for older people. The participatory process was conducted with the
administration that resulted in shifting the focus from task-based to interest-led
engagement for the students. The study confirmed hardware and software barriers
noted in the existing literature. The themes of ownership and support, trusted
sources and problem-solving skills emerged as contributing factors to learning as
well as leadership among the participants.
Chapter 5: GoodGym
The GoodGym case study involved us working with an intergenerational distributed
running club. The weekly visit between the runners and older people provided a
semi-stable platform for engagement. The participatory method was run in two cy-
cles. One was with the administration, when the researcher was embedded as a staff
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volunteer. The second was with the pairs of runners and older people. The outcome
was a co-designed mobile/tablet system to support runners and older people be-
tween and during their visits. Themes of added-value interests, independent usage,
and community participation emerged and are discussed in details in the findings.
Chapter 6: Conclusion
The conclusion presents our reflections on our work. We review the outcomes of
the two studies through the principles of community of practice: joint enterprise,
mutual engagement, and shared repertoire. We discuss how they may explain why
some older people became technology leaders among their peers. We follow with
reflections on benefits and challenges of taking on embedded roles. We then reflect
on the challenges of conducting community-based participatory work in-the-wild.
We sum up with a set of recommendations for engaging older people with digital
tools and working in embedded roles in a community. We discuss the limitations of
the studies. We conclude with proposals of future work.
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In the previous chapter we introduced the problem space of the research and how
we proposed to contribute new knowledge through engaging older older with digital
tools through participatory design with communities. In this chapter we present a
review of the literature from the relevant fields to frame our work in answering our
research questions: What can ageing in HCI learn about engaging older people with
digital tools in community-based organisations? Does embedded engagement add
value to the community-based participatory design process?
We begin the chapter defining who are ‘older people’ in the context of our research
and acknowledging that the concept of ageing is a complex shifting target that re-
mains ambiguous. We then present work in the field of Human-computer interaction
(HCI) and older people that focuses on adoption and sustained usage of digital tools.
From ad-hoc projects to technology adoption models that aim to identify the main
factors to engage older people with digital technologies. We present the three re-
occurring themes across the literature of perceived usefulness, ease of use and self
efficacy. We address these factors along with critics of their limitations and the need
for social context.
To address our aim to include older people’s voices in our research, we discuss ap-
proaches that involve users in the design process. We introduce participatory design
(Schuler and Namioka, 1993; Simonsen and Robertson, 2012) origins and its history
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of workplace centric focus. We define participatory design in its modern context
and how it relates to our work. We then focus on community-based participatory
design (DiSalvo et al., 2012) as it addresses the challenges of working with informal
structures of community-based organisations such as day centres and local running
clubs.
2.2 Demographics and Ageing
2.2.1 Digital Divide
Much of the work we will review looks at older people engaging with digital tools
on an individual or local level. Here we want to address that there are larger issues
that impact one’s inability to access digital services. These issues are generally
categorised under the concept of the ‘digital divide’ (Chang et al., 2004; Niehaves
and Plattfaut, 2014). We adopt the definition of digital exclusion as not having
access to the Internet (Brown, 2003; McDonough, 2016). Access to the Internet is
required to use a majority of digital services and devices.
In developed countries people are living longer due to improved public health, tech-
nological developments, and advances in health care (Ahn et al., 2008). By 2050,
worldwide it is projected that people aged 60 and over are expected to reach 2.1
billion with those aged 80 and over, the ‘oldest old’, reaching 434 million (Nations,
2015; WHO, 2015). As of 2013, the UK hosts 11.6 million people who are over 65
and projected to reach 16 million in by 2030 (AgeUK, 2016). Currently in the UK
people over 60 outnumber 18 year olds (ibid). As the number of older adults in-
creases and life expectancy gets longer there is a need to engage this growing ‘Grey
Generation’ in the increasing pervasive digital culture.
The Internet is not universally available as a usable platform. In the most recent UK
internet census 53% households with adult aged 65 and over have internet access.
This is an increase from 36% in 2012. However it still is only half of the older
population (ONS, 2016). That becomes even more significant when one considers
that 87% of households with 18 - 64 years olds have internet access (ibid). While
some of the disparity can be attributed to individual concerns of cost (Ageuk, 2016;
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Selwyn, 2004; Wagner et al., 2010), lack of skills (Hanson, 2009; Willis and Schaie,
2009) and/or lack of perceived usefulness (Magsamen-Conrad et al., 2015; Naumanen
and Tukiainen, 2009) there is a larger context to consider.
In rural areas 48% of the population can not receive a connection speed of 10Mbit
which is considered the minimum standard (OFcom, 2016). This lack of connectivity
excludes older people and other marginalized populations such as those with low-
income. In the UK, 23% of the rural population is 65 and over compared to 17% of
England as a whole (Ageuk, 2016). It is predicted that by 2028 the 85+ population
in rural areas are expected to increase by 186% as compared to a 149% rise in the
UK as a whole (ibid).
In 2012, the UK government declared a move of public services to the internet
through their ‘digital by default’ initiative (ONS, 2015). By switching to digital
services the hope is that some of the cost and challenges associated with an ageing
population may be offset. These types of systematic moves need to include the
currently digitally excluded older people. Inclusion is not just the availability of
internet connectivity but also addressing the quality of the network connect is im-
portant. This is the interest in telehealth care projects where the aim is to improve
accessible medical services in rural areas from formal institutions to supporting local
groups, family and friends (Czaja and Lee, 2007; Giger et al., 2015; Gupta et al.,
2015; Kinney et al., 2003; Marcin et al., 2015; Mort et al., 2011; Osugi et al., 2016;
Stowe and Harding, 2010).
The issue of moving public services to digital platforms ahead of accessible internet
connectivity for the populations they serve is mirrored in other countries as well
(Niehaves and Plattfaut, 2014). The UK government has proposed the New Broad-
band Universal Service Obligation (US0) to widen and improve internet connectivity
(UKUSC, 2016). The broadband USO focuses mainly on the technical aspects of
providing internet. AgeUK has responded that laying wires and improving network
speed is not enough to claim older people have access to digital services (Ageuk,
2016). Those who are currently off-line either due to circumstances or by choice
will need training and support to engage with digital services (ibid). In the next
section, we cover the approaches to engaging with and/or assessing older people’s
relationship with digital technologies.
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2.2.2 Defining Older People
For our research we will be using the demographic definition of 60+ to mean an older
person. Before we move on we do want to acknowledge that ageing is more complex
and diverse than a chronological number. A general definition is the biological,
psychological, or social changes that occur in living organisms over their lifespan
(Ahmed and Tollefsbol, 2001). This passage of time results in the loss of adaptability,
functional impairment, and culminates with death (Kim, 2013). Research in social
ageing defines it as changes in social roles and relationships over the course of ones
lifespan (Hooyman and Kiyak, 2008). While the question as been asked for decades
(Roebuck, 1979), there is still no uniformed consensus on defining the starting point
of ‘old age’. All definitions are arbitrary and there is no biological starting point
because the process ‘varies from individual to individual, society to society, culture
to culture’ (Jugdutt, 2010).
Demographically older people are defined by their chronological age by organizations
at the age of 60 (WHO, 2015). For our research we adopt the demographic definition
of 60+ as it the typical model used in most HCI and participatory design work. It
is also the the model used by the communities we worked with during our research.
In defining older people as demographic there are assumptions that declining func-
tional abilities are universally inherent due to ageing. The rate of decline and which
functions may be effected varies widely across individuals (Schaie, 1983). Due to
the gradual changes, older people generally develop compensation strategies to deal
with changes in perception, cognition, and mobility (Blaschke et al., 2009; Charness
et al., 1995; Rogers et al., 1998; Schieber, 2003). Not all capabilities decline, they are
maintained and some may improve with age, such as semantic memory and previ-
ously acquired procedural skills (Rogers et al., 2005a; Wandke et al., 2012). Through
supportive and meaningful training, adults of all ages can learn new to use digital
tools (Amaro and Gil, 2011; Vines et al., 2015; Winstead et al., 2013). Chronological
age serves merely as guide for physical changes and functional capabilities generally
associated with ageing.
While we use this simplistic definition for categorising our work, we recognize that
older people are not homogeneous group (Gregor et al., 2002; Rice et al., 2007).
Older people are a social group that continues to grow more diverse with time
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and are a reflection of continuing life experiences (Rogers et al., 2014). They may
share some common experiences such as retirement and aged induced impairments
(Ageuk, 2016; Czaja and Lee, 2003; Fox, 2004), however these are not their defining
characteristics (Hazzlewood, 2005; Rogers et al., 2014; Wandke et al., 2012). This
distinction is similarly made to other age-based demographics such as teenagers
where age and the social aspects are associated with a period of life (Le Riche et al.,
2008). There is diversity across this demographic as there is for any age related
categorization of groups (Vines et al., 2015; Wandke et al., 2012). It is important
to remember this category and its parameters serve as convenience definitions for
research and in reality there is no such thing as a ‘typical’ older person.
2.3 Digital Technology Adoption by Older People
Although ageing can result certain limitations the process is different for each indi-
vidual. Many people over the age of 65 are reportedly in good health, lead active
lifestyles, and use a variety of products, including new digital technologies (Rogers
et al., 2014; Vines et al., 2015). Technology can be used to enhance the quality of
life for older adults by increasing safety, mobility, and a sense of independence. Tra-
ditionally, older adults have been viewed as uninterested in new digital technology
but this does not appear to be the case (Amaro and Gil, 2011; Sayago and Blat,
2010; Sayago et al., 2013; Vines et al., 2015; Wandke et al., 2012). Older adults
express interest in learning to use new digital technologies (Gell et al., 2013; Morrell
et al., 2000; Rogers et al., 1998; Wagner et al., 2010). As society moves towards the
widespread digital culture, we must be more inclusive in our practices (Cresci et al.,
2010; Damant and Knapp, 2015; Subasi and Malmborg, 2013), dialogue (Dickinson
et al., 2011; Rogers and Marsden, 2013) and messaging (Choi and DiNitto, 2013b;
Shoemaker, 2003; Wandke et al., 2012).
2.3.1 Technology Acceptance
As noted earlier ageing may result in decline of some functions and potentially boost
in others (Rice et al., 2007). The view of older people being disabled has more
to do with disabling barriers presented by design decisions (Damant and Knapp,
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2015; Rogers et al., 2014) and social and cultural assumptions (Choi and DiNitto,
2013a; Wandke et al., 2012; Xie, 2008) than the individual themselves. Older people
lead active lives and use a variety of technologies (Age, 2010; Newell et al., 2011;
Rogers et al., 2014). The overarching call to engage older people in digital tools
is to increase their quality of life through prolonging their ability to age in place.
(Sixsmith and Sixsmith, 2008). Ageing in place means they retain the mobility,
safety and independence to live in their own home (Taylor, 2009). The traditional
view is that older people are not interested in engaging with new digital technology
(Heart and Kalderon, 2013; Selwyn, 2004; Vines et al., 2015; Wandke et al., 2012).
However, this view is challenged by work that points to toward older adults not only
being interested but willing to learn to use new digital technologies (Heo et al., 2011;
Kim et al., 2016; Rogers et al., 1998; Selwyn et al., 2003; Sun et al., 2015; Vines
et al., 2015,?). As the statistics have indicated we are moving towards a widespread
digital society and older people need to be supported and included in the digital
culture (Center, 2014; OFcom, 2016).
2.3.1.1 Lag in adoption
Whether it is by individual choice, lack of access or cultural/social barriers, data
shows show that older people tend to lag behind the general population in adopting
new technologies (Fox, 2004; ONS, 2016). It is important to understand the factors
that influence digital tool adoption. This means looking beyond existing simplistic
stereotypes that casts older people as the problem (Wandke et al., 2012; Xie, 2008)
and places the burden on them to ‘overcome’ the barriers to access, learning and
usage. As researchers we need to understand the influences on digital adoption.
Through these insights we move beyond the user and device dyad. With greater
understanding of context and real life needs, we can improve designs, develop better
instruction models, or encourage digital developments that appeal and support the
needs of the general and older population (Bjögvinsson et al., 2012; Hirsch and
Silverstone, 2003; Rogers et al., 2005b).
The slower adoption by older people is not limited to digital tools. Historically, older
people have lagged behind adopting new technologies until its increasing prevalence
makes its use inevitable across all ages (Selwyn, 2006). Industry standards are
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now automatic phone systems, debit/credit card scanners, online library catalogues
(Mitzner et al., 2010; Selwyn et al., 2003; Vines et al., 2012) and automated cash
and ticket machines (Rogers et al., 1997; Struve and Wandke, 2009). These im-
plementations drive usage by limiting or removing choice of previous or alternative
options (Rogers et al., 2005b). Conversely we have seen proactive adoption formerly
new technologies such as dishwashers, microwave ovens, VCR/DVDs, and cordless
phones become accepted staples in the home (Brown and Venkatesh, 2005; Selwyn
et al., 2003).
With digital devices and services we are witnessing a repeating pattern of this lag
in uptake of newer technologies such as computers, mobile phones and the Internet
(AgeUK, 2016; ONS, 2016). However, being slower to use new technology should
not presume a lack of interest or a wish to ignore new technologies. This again
puts the burden on the individual. We need to consider what assumptions are we
repeating with each new technology that reinstates barriers of usage for older people.
There is a worldwide trend of more older people engaging with digital devices and
services in developed countries (Zickuhr and Madden, 2012). In the UK nearly half
of the older people have internet access in their home (ONS, 2016). While the gains
are encouraging it still leaves a significant portion of older people behind the curve.
This is troubling as adoption rates are behind the speed at which commercial and
public services are transitioning to digital platforms. Existing or alternative options
are either being removed or require additional monetary charge (UKUSC, 2016). It
is one thing to feel forced to use a ATM (Selwyn et al., 2003; Struve and Wandke,
2009), it is another to limit options for government and health services (Hall and
Owens, 2011). As we proceed with looking at the factors that influence adoption, we
keep in mind that in our digital culture there is a disconnect between the individual
and the system.
2.3.1.2 Attitudes toward technology
Older people lead active lives and use a variety of technologies. There are no over-
arching consensus on their opinions on digital technology use or adoption (Heinz,
2013). We referenced a number of studies that report older people’s varying atti-
tudes towards technology (OFcom, 2016; Selwyn, 2004; Taylor, 2009). More recent
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work tends to point toward positive attitudes, supported by interest and accepting
new technologies (Demiris et al., 2004; Kim et al., 2016; Melenhorst et al., 2006;
Mitzner et al., 2010; Peek et al., 2014; Rogers et al., 2014; Vines et al., 2015). Other
work indicates negativity attached to previous experience, anxiety and lack of per-
ceived need (Chen and Chan, 2011; Chung et al., 2010; Heart and Kalderon, 2013;
McDonough, 2016; Morrell et al., 2000).
Previous experience is a reoccurring theme in assessing attitudes towards engaging
with new technologies. In general attitudes tend to be influenced by recent positive
or negative interactions with similar systems (Rogers et al., 2005b). Studies have
indicated that relatively limited positive experience with digital tools tend to im-
prove older peoples attitudes (Czaja and Sharit, 1998; Jung et al., 2010; Saunders,
2004). Where negative experiences create higher emotional barriers which require
more work to overcome (Birdi et al., 1997; Damant and Knapp, 2015; Selwyn, 2004;
Vines et al., 2015). We must be sensitive in our designs and approaches. As one’s
resistance to new experiences may be tied to past negative events.
2.3.1.3 Predicting adoption
There is a body of work that focuses on predicting the adoption of new technologies
with a subset that focuses on older people. Our aim is to understand the factors
that influence or deter the uptake of digital technologies. Hopefully, these factors
may inform the design and training of digital tools for older people. The literature
reflects the complexity of the older people as a demographic. There is a range of
factors and inconsistent reports on engagement and uptake. We highlight examples
that represent evolving work and the reoccurring themes.
In the early years of research, computer use was confided predominately to the
workspace. They were associated with tasks such as word processing, calculations
and database operations. Early personal computer presence in the home was an
exception and associated with technology hobbyist and enthusiast (Press, 1993).
The mid-1990s saw the widening availability of Internet that spurred a culture shift
of computers from work/hobbyist tools to communication, social and entertainment
platforms that support everyday activities (Kleinrock, 2008). This marked the time
that interest began to grow in engaging older people in digital tools. A 1994 study
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comparing 55+ with the under 30 found the older adults had less anxiety and more
interest in computer usage than young adults (Dyck and Smither, 1994). However,
they temper their results by acknowledging their sample was from volunteers and
likely attracted those who engage with computers either through work and/or inter-
est. Another survey looking specifically at 60 to 80 years old found higher anxiety
and lower interest in computers Ellis and Allaire (1999). They investigated the
factors of age, gender, marital status, education, computer anxiety, and computer
knowledge. The older people reported less knowledge and interest as well as anxiety
using computers. Independent of these variables they found the greater the age the
less the interest and higher the anxiety. They proposed that other factors should be
considered such as self-efficacy or beliefs in one’s own abilities, other technology ex-
perience or specific computer experience. The study by Czaja et al. (2006) expanded
the scope from computer usage to include the Internet in regards to computer at-
titudes, and computer anxiety. They assessed variables of age, education, health,
and gender, as well as expanding to include movement control, perception (vision
and hearing), and cognition. The large sample had ages ranging from 18 years to
91 years old. They found the individual differences in cognition, prior technology
experience, along with computer attitudes and anxieties were predictors of the level
of engagement and usage. These factors were independent of demographic variables
of age, health and education.
Selwyn (2005) explicitly investigated non-users of the internet in the home. He con-
cluded that ‘who you are is strongly related to whether or not you use the internet,
and what you use it for’. Swelyn (ibid) cautions, similar to other other work, that
socioeconomic and age variables should be considered in evaluating internet use.
However, other factors may to have more influence such as family dynamics, social
and cultural capital and status, and gender identity (ibid). Technology is not a
change maker as a stand alone device. The presence of computer and/or access to
the Internet can only support existing behaviour. Individuals that see added-value
in digital tools supporting their daily life are likely to adopt and try new tools. In-
dividuals who do not see a added-value use or a need which supports their lifestyle
are less likely to engage digital technologies (Šabanović et al., 2015).
A recent study revisited the work by Selwyn (2005) and similarly found previously
identified barriers to adopt are still valid (Heart and Kalderon, 2013). Perceived
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usefulness was highlighted as a persistent factor. This is seen where existing and
new technologies perform similar functions. The new technology must demonstrate
added-value benefits that far exceed those of the existing tools for older people to
abandon their existing tools (Melenhorst et al., 2006). Poor health is another factor
that was highlighted as additional effort to learn a new technology may be perceived
as too taxing mentally and physically (Heart and Kalderon, 2013). In short, while
older people are more aware of digital devices there is still are strong contingent
who do not perceive a need or use for digital tools in their everyday lives.
We have highlighted studies that have focused on technology adoption by older
people. They represent the range of technology studies that point to reoccurring
major themes of ease of use, perceived usefulness and self-efficacy (Davis, 1989;
Heinz, 2013; Venkatesh et al., 2003). As well as continuing debates on the influence
of age, economic status, culture, gender, and experience (Arning and Ziefle, 2009;
Lee and Coughlin, 2015; Levine and Donitsa-Schmidt, 1998). The is no consensus
on the reliability of these factors in predicting the uptake of new digital technologies.
Actual motivation to adopt and use digital tools is driven by a variety of factors
and influences such as ease of use and perceived usefulness. However, these are
competing with individuals’ anxiety driven by negative past experiences or lack of
social support in learning. The complexity and inconsistency in results reflects the
diversity to the grey generation.
2.3.2 Technology Training
Work in the realm of technology training for older students overlaps with themes in
technology adoption models. The characters of the ageing process such as perception
(vision and hearing) along with motor and cognitive capabilities are considered in the
design and delivery of technology training (Aula, 2005). The aim is to understand
if and/or how technology learning may need to be adapted for older people. Similar
to technology adoption there are recurring themes but no consensus on the factors
the encourage or deter older student learning.
Older people who have not yet engaged with new technologies tend to need some
form of training. This tends to fall into either formal institutional supported classes
(Bilandzic and Foth, 2016; Czaja et al., 2006) or informal guidance from family,
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friends or neighbours (Barnard et al., 2013; Selwyn et al., 2003; Shoemaker, 2003).
There are multiple factors that contribute to the need for training (Mollenkopf
and Kaspar, 2002). A general assumption is a lack of experience with the digital
tools and/or similar technologies (Czaja and Lee, 2007). Often some type of sup-
ported learning is preferred over individual exploration by trial and error (Heart and
Kalderon, 2013; Selwyn, 2005). Novices will need some type of support no matter
how well-designed the digital tool (Rogers et al., 2005a). The need for support does
garner a consensus that it is an important factor when training older people (Choi
and DiNitto, 2013a; Rosenthal, 2008; Selwyn, 2005). The quality, sustainability, du-
ration and the potential for weaning older people off of support are still unresolved
(Jamieson and Rogers, 2000; Paas et al., 2001; Selwyn, 2005).
There has been much work around identifying recommendations to improve tradi-
tional training format (Dickinson et al., 2005; Mayhorn et al., 2004). This is coupled
with suggested models or frameworks for designing training materials (Chaffin and
Harlow, 2005; Jones and Bayen, 1998; Mayhorn et al., 2004). While other work
investigates the feasibility of e-learning (Evans and Minocha, 2014; Liu et al., 2010;
Stoltz-Loike et al., 2005).
Training for older people can occur in traditional class settings (Blaschke et al.,
2009; Dickinson et al., 2011) and/or online (Evans and Minocha, 2014). Regardless
of the platform there is some consensus on recommendations for older people:
• supporting confidence (Evans and Minocha, 2014)
• accommodating individual needs through self-paced training (Czaja, 1997;
Dickinson et al., 2011)
• promote engagement, self-evaluation and improved performance through goal-
oriented training (A. Hollis-Sawyer, 1999; Fairweather, 2008)
Yet, in introducing new technologies and/or procedures to older people we are cau-
tioned to not overwhelm their working-memory (Hickman et al., 2007). We must
consider both physical and mental stamina by minimizing working memory demands
(Hartnett et al., 2013; Morrell and Echt, 1996; Rogers et al., 2005b).
Similar to technology adoption, there is not a consensus among the training guide-
lines. This makes sense as engagement and learning with digital tools occurs in a
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variety of situations. One needs to access the environment and get to know the
people with whom they are working. We highlight examples that represent evolving
work regarding training older people to use digital technology.
Rogers et al. (2005b) proposed a system approach to optimise learning for older peo-
ple. There should be an assumption that the student may have a range capabilities
due to ageing characteristics such as cognition, perception and motor skills. The
potential limitations of these characteristics should be considered in the design of
the training program. Another consideration is context. The training environment
telegraphs a specific context of learning and may even dictate the type of technology
used whether it be desktop, laptop or mobile device (Mayhorn et al., 2004; Rogers
et al., 2001). They build on top on previous training models (Salas et al., 1997)
where a preliminary needs assessments of the students was used to inform the de-
sign of the course. The type of technology and the ageing characters are identified
through a task and person analysis. The training design is further informed by
training principles and the context of the delivery.
Following on Hickman et al. (2007) investigated the training principles of guided
action and guided attention in a comparative study between older (65 -79) and
younger (18 -29) students. Through guided action students are told what to do
and when to do it with the aim of reducing working memory demands (Van Gerven
et al., 2000). Guide attention aims to keep students focused on the task. They have
to figure out the steps for successful completion and requires greater information
processing. The students were given training materials and allowed to complete
their task at their own pace. The study flies in the face of conventional wisdom
regarding older people and interface design. The interface was intentionally designed
to be novel and complex in both the visuals and functions required to complete the
task. This was done to align the training experience with the types of interfaces
older people may encounter at ATMs, mobile devices, automatic checkouts, and
online catalogue services. In particular to older people, guided action training is
best where the training materials to support fast and accurate performance. Where
the goal is to learn the system and perform without training materials then guided
attention is more successful with older people. This work indicates that simple
interfaces and reduced working-memory demands are not universally required in
training older students. As individuals older people are capable of learning to use
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new technologies in a variety of ways. As indicated by Hickman et al. (2007)’s
conclusion that it will take a combination of specific training procedures to develop
appropriate training methods for older people.
With the aim to determine if well-being was improved by digital technology, Slegers
et al. (2008) created a controlled study on training older people. It was a year
long study of 200 older people between the ages of 64 and 75 who were divided
into four groups. They had one group that received structure training sessions
and afterwards were provided with computers, broadband internet connections and
intervals of assignments to asses progress of their skills. The second group received
the same four hours of training but were not provided any digital tools afterwards.
The third group did not receive any training or any digital tools. All of members
of these three groups indicated an interest in using digital technologies. A fourth
control group consisted of 45 members who expressed no interest in engaging with
digital technologies.
Despite the rigour of the study, factors around digital technologies influencing well-
being and quality of life remain ambiguous (Slegers et al., 2008). The group that
received training and resources continued to learn new skills and increased their
time and engagement. Highly supported by the fact they were given computers and
internet connections that provided them an easy means to transfer their training
into their lifestyle. However, across the three interested groups there was a trend
between heavy and light users. Heavy users tended to use the computer to extend
their offline hobbies and interests (Hartnett et al., 2013; Selwyn, 2005). These users
tended to not only retain but continue to build their skills. Light users reported
not seeing a place for the computer in their everyday lives (Barnard et al., 2013).
While usage was high immediately after the introduction of the intervention, light
users quickly reduced engagement outside of the mandatory assignments from the
study. The older people who had received training still relied on technical support
from family and friends (Shoemaker, 2003). This work contributes to the evidence
that accessibility and training alone are not the magic bullets to older people using
digital tools (Hartnett et al., 2013; Selwyn et al., 2003).
Hartnett et al. (2013) conducted a year long study with older people (65 - 70s) and
their online activities. They conducted a series of workshops to explore social cap-
ital in relation to learning and training. They found that older people need to see
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the value added to their every day life to engage with online activities. The main
motivating factor they found was connecting with family and friends online. Once
the older people engaged online, it required consistency to maintain engagement.
Family and/or trainers provided the main support for older people’s continued use
(Selwyn et al., 2003). However, for the adoption to be sustained, there needs to be
structured support focusing on one task at a time. Their study participants demon-
strated a general uptake in using email and video conferencing. The older people
were concerned about exposure of their personal details over social media. The
study highlighted that some training classes did support the older students needs
and interest. The training classes may teach a fixed curriculum, for example Excel,
that did not support the individual interests and motivations. Similar to existing
work (Hickman et al., 2007; Selwyn, 2005; Sum et al., 2008) short-term traditional
computer classes have limitations in scope, reach and sustainable adoption. Whether
volunteer or formally trained educators, older people interests need to be supported
in technology learning classes. Hartnett et al. (2013) recommends the structuring
tasks by focusing on one application at time along with repetition strategies to aid
long-term skill adoption for older people.
We have highlighted studies that provide a range of focuses on training older people
to use digital tools. The work in the arena of older people learning and adopting
digital technologies reveals a complexity of issues and a range of potential influential
factors. There is consensus that availability, accessibility and awareness of digital
tools is not enough. There is more work to be done in regards to supporting existing
lifestyles, motivation and interest of older people through digital tools. As well
as considering the quality, sustainability and reliability both formal and informal
learning opportunities of new digital technologies for older people.
2.4 Participation and community
Here we discuss how people move from receivers of digital tools to how they can
engage in informing, conceiving and designing their own digital experiences. Partic-
ipatory design research aims to achieve scientific goals through collaborative research
efforts with the people. A defining characteristic is the aim for equal engagement
of all stakeholders across the entire research process. Where each stakeholders’
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knowledge is equally valued. The intent is less on generalisation and more on the
transferability of the research outcomes.
2.4.1 Participatory design brief overview
We use participatory design as our methodology for our research. We will cover
participatory design as a methodology in detail in chapter 3. Here we give a brief
context for our review of participatory design and community-based participatory
design.
Participatory design was developed as response to the advent of computers in the
workplace in the 1970’s (Schuler and Namioka, 1993). There was a disconnect
between the technical focus of the developers and the tacit knowledge and needs
of the workers (Gregory, 2003). Researchers in Scandinavia recognised this gap
and the need to develop methods to create a process where the expertise of both
groups were utilised to create an better overall system for everyone (ibid). Over time
participatory design has evolved into a collection of theories, methods and studies.
Participatory design aspires to democratise the design/development process to fully
include and give equal weight to the voices all the stakeholders affected (Heitlinger,
2015; Light, 2011).
The Scandinavian method, with its focus on digital technologies, extended beyond
theories by adding physical components such as mockups, paper prototypes, and
design workshops (Floyd et al., 1989). In the early implementations of participatory
design, the Scandinavian researchers found that the workers, not being developers,
had a hard time conceiving a system that would support them (Schuler and Namioka,
1993). The first participatory design project did not result in a working system,
however, it did establish the founding framework along with a range of techniques
for participatory design research (Spinuzzi, 2002). A core challenge identified was
how to facilitate those without technical knowledge in the design process. Having
people make or prototype representations of their ideas and/or understanding the
system remains one of the core methods. One of the seminal projects that laid the
foundation for participatory design was UTOPIA. UTOPIA researchers worked with
workers to introduce computer technology into their newspaper industry. Through
the co-creation of low-fi mock-ups or prototypes the workers developed an under-
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standing of the systems. The prototyping processed provided a means for engaging
the workers in the design process (Ehn, 1993).
From this early start many permutations of prototyping have emerged such as fic-
tional narratives, generative tools and cultural probes. Fictional narratives create
an alternative scenario separate from reality where participants use props to explore
ideas and actions of their ideal experience (Brodersen et al., 2008). Generative tools,
such as workbooks or cameras, are issued to participants to gather ideas prior to
collaboration as a way to prime the pump before the workshop (Sanders, 2000).
Cultural probes also use journals and cameras. However, cultural probes are given
to the participant to explore areas of interest in their everyday practice (Gaver et al.,
1999). There are many methods and techniques that have been developed over the
decades (Muller et al., 1993). See Figure 2.1. They may take different forms but
share the aspiration to support the core principles of equal inclusion, and valuing
all stakeholders contributions throughout the process. (Iivari, 2004).
Figure 2.1: Muller: Mapping of various participatory design Techniques
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2.4.1.1 It is not user-centred design
In recent years, many areas of the digital technology industry have embraced the
idea of ‘user-centred’ and/or ‘user-experience’ design (UX). User-centred and partic-
ipatory design are terms that have erroneously been used interchangeability, partic-
ularly by the commercial industry. The two domains do share some features mainly
the inclusion of users in the design process. However, they differ in their philosophy
and goals which we highlight here.
On the surface participatory and user-centred practices appear to be similar. They
share similar tools, techniques and theories around involving people in the design
process (Heitlinger, 2015). However, they diverge on their intent which is best
illustrated in the labelling themselves. User-centred sees the person as subject or an
informant for the development of their product (Sanders, 2002). This is reflective
of the user approach growing out US consumer centric culture to increase uptake of
new consumer digital technologies (Sanders and Stappers, 2008). User-centred is an
expert-led process where the engagement of the people (users) tends to be one-sided:
the people are seen as a source for providing feedback and data on a predetermined
idea, product or solution. User-centred does not have aspirations to solve social
issues or contribute to democratising goals. The users are only included in a portion
of the process. Either at the beginning for requirements gathering or at the end
for testing and feedback. User centred does not have the holistic engagement of
participatory design and it lacks its social justice practices (Kensing and Blomberg,
1998).
Carroll and Rosson (2007) sums up the empowerment stance of participatory design
as follows:
Participatory design integrated two radical propositions about design.
The first is the moral proposition that people, whose activities and ex-
periences will ultimately be affected by a design outcome, should have
a substantive say in what that outcome is. The second is the prag-
matic proposition that the people who will need to adopt, and perhaps
to adapt to an artefact or other outcome of design, should be included in
the design process, so that they can offer expert perspectives and prefer-
ences regarding the activity that the design will support, and most likely
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transform. - (Carroll and Rosson, 2007)
2.4.1.2 Moving beyond the workplace
Participatory design has been historically situated in the workplace as that is where
the computers and digital technologies were mainly used. Increasingly, both human-
computer interaction (HCI) and participatory design have moved out of work spaces
and other formal spaces into the less defined spaces of people’s homes, for use
with ad-hoc groups and distributed users (Björgvinsson et al., 2010; Bødker, 2006;
Heitlinger et al., 2013; Rogers et al., 2014). This trend is following the migration of
our digital devices in the hybrid spaces of people’s everyday life or the ‘third space’
(Muller, 2003).
HCI and the third wave
HCI initially focused on the workplace and the technical aspects of the interfaces
and applications for the worker in the first wave. Recognizing that technical aspects
alone were not enough, the second wave focused on workers’ social identity within
organisations. Following the migration of digital tools out of the workplace, the
third wave is situated in non-work settings and focuses on how digital tools support
lifestyle experiences (Bardzell and Bardzell, 2011; Bødker, 2006, 2015; Muller, 2003).
In the third wave there is an intermediate step between the workplace and homes
or other living spaces in the form of living labs. Living labs are physical recreations
of home, classrooms or similar environments that provide a means for maintaining
control over the spaced to support structured and/or long-term study (Dourish,
2001; Leminen, 2013). Currently, there is a trend to go ‘into the wild’. In-the-wild
refers to testing and evaluating prototypes by people living with and using them in
the actual environments they will be used (Rogers, 2011). Working in the real world
offers the opportunity for more rich and informed understanding of relationships
between people and the devices they use (Chamberlain et al., 2012; Crabtree et al.,
2013). On the flip side, that ‘richness’ creates challenges in isolating factors of
influence and defining boundaries (Carroll and Rosson, 2013). There is an ongoing
debate on the balancing of benefits of leaving the lab and retaining research rigour
in real world settings.
Bødker (2015) summed up the current state the third wave as follows:
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The second and the third wave seem to be stuck on either side of the
divide between work on the one hand and leisure, arts, and home on the
other; between rationality on the one hand and emotion on the other.
While development on either side may lead toward a true third wave, I
don’t believe that we will get there until we embrace people’s whole lives
and transcend the dichotomies between work, rationality, etc. and their
negations. - (Bødker, 2015)
The third wave encouraged researchers to leave the lab but does not inherently mean
that methods used are participatory. Participatory design was founded on the desire
to empower users in the ownership of their workplace tools (Asaro, 2000). Now that
the digital tools have transitioned into our ‘lifestyle’ tools, so should follow the
empowerment of people’s ownership and ability to shape the tools that are intended
to support their lifestyle (Cornwall and Jewkes, 1995; Maxey, 1999; Muller, 2003;
Rogers et al., 2014).
2.4.1.3 Modern state of participatory design
We have discussed the foundations of participatory design. In particular, the fact
that it is founded on the intention to provide a democratised platform for all stake-
holders to contribute. We have covered the evolution of participatory design from
the workspace into the living spaces of people’s everyday lives. It is in the spaces
of people’s everyday lives that we situate our work. We embrace the modern state
of participatory design both through applying the democratised processes and pro-
ducing outcomes beyond physical artefacts.
Developing social outcomes
Historically, the aim of participatory design was the co-production of a designed
digital artefact. Modern participatory design methodology is being applied beyond
the original narrow scope of digital interventions. It is now being explored with
communities to investigate and design systems. These redesigned systems are of a
social nature such as local and cultural practices (Frauenberger et al., 2015).
Dyer et al. (2014) used participatory design in their work with South African com-
munities on managing their natural resources. A Nhambita community identified
and developed a system for planting trees to earn carbon credits. A Kamoa com-
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munity developed a community garden to create a revenue stream. To support the
garden and manage the profits, they developed a voting system to determine how
the profits would be used.
Community representatives asserted that proceeds from the vegetable
garden are in sole control of community groups, who decide together
what they would like to do with the money, resulting in consensus and
better acceptance of decisions. - (Dyer et al., 2014)
Donetto et al. (2015) used participatory design to develop health services with a
hospital. Their work revealed that both the researchers and the institute had to
shift their focus from the development of discrete digital tools to evaluating the
hospital systems. This evaluation revealed that they had to look beyond the for-
mal hierarchy. They realised they needed to understand and support the informal
social and cultural interaction among the staff, employees and patients. The result
focussed on developing communication systems that support these informal social
and cultural engagements. The lasting benefit was the administration’s recognition
and continual support to cultivate these informal networks.
Moore and Elliott (2016) engaged with city planning practices through participatory
design. Within discrete projects there was a need to collect community inputs
that resulted in tangible changes in city designs. The holistic outcome was the
development of a listening infrastructure to assist in making sense of large data and
still retaining access to tacit knowledge of the community.
[The] study reveals a need for combining participatory design with a
listening rhetoric in order to ensure that citizen knowledge is collected
and subsequently incorporated into localized solutions. - (Moore and
Elliott, 2016)
These studies are representational of the growing application and exploration of par-
ticipatory design beyond the boundaries of digital tools and services. Even in stud-
ies where the initial focus is on the digital services, proper democratised application
provides the opportunity to develop a more holistic knowledge of the community.
This expanding application of participatory design makes sense since digital services
and tools are permeating every aspect of people’s lives. As researchers continue to
leave the lab and study the use of digital tools in real living spaces, there will be
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more recognition of the wider social and cultural influences on digital usage. As
more participatory research explores beyond the individual and the digital tool, the
outcomes are more likely to result in designs of social practices and/or systems. The
challenge for this transition into real world spaces is to ensure that participants are
truly given a access and equal voice in the process and that these social outcomes
are truly devised in collaboration with the community.
Democratisation in the participation
In the founding of participatory design, it was considered empowering that the
workers were presented the opportunity to have a say in the design of digital tools.
In the context of the work environment it was the administration, the developers,
the workers and the researchers as the stakeholders. The social and power structures
were explicit and recognizable.
Now participatory design is maturing as a field and its application is expanding
into both formal and informal communities. There is now an awareness that it is
not that they participate but how they participate. The how is important as this is
influenced by factors such as the structure of the research, the community structure,
and the identity of the individual in the process. The fact that they are engaging
the process does not necessarily mean they feel they are valued and are invested in
the research work.
The power dynamics and cultural influences need to be considered when engaging
with participants in a community.
While power sharing is at the heart of participatory design, many de-
cisions are based on stakeholders exercising their power, or lack there
of, implicitly through their expertise, skills or organisational standing in
relation to others - (Frauenberger et al., 2015).
An example of the power imbalance is found in Bowen et al. (2013)’s work with
developing a health service with a health care institution. At the end of the study,
when they inquired how participants become involved in the project they found that
not all the participants felt their involvement was voluntarily or self-directed.
The older patients felt invited to participate and were keen to get in-
volved: ‘they asked me if I wanted to participate in the scheme and I
thought, yes’. In contrast, front-line staff described being strongly en-
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couraged by their superiors to participate: ‘I was just told by my line
manager’. Only the middle manager suggested that she had some choice
‘[a manager asked]’ ‘do you want to take part?’ - (Bowen et al., 2013)
Participatory design researchers are often cautioned that they do not unduly in-
fluence or pressure participants during the process. Researchers need to educate
themselves and become aware of the power dynamics of the communities in which
they work. Researchers should explore the diverse backgrounds, and beliefs of partic-
ipants to enhance their understanding and ability to navigate the power structures
in the community (Siu, 2003). Through background work they build up an un-
derstanding these power dynamics and work to build a level playing field for all
participants. Before the beginning of project, there needs to be consideration to
strategies that support the participants’ agency to engage or not in the process.
There is an example of this power dynamic from Le Dantec and Fox (2015)’s project
with working a local African American neighbourhood near their college. They found
that when they proposed their research project at a neighbourhood meeting, it was
met with animosity and was rejected by the community. The reaction was from the
community having a long history of being harvested by academic researchers from
the university with no recognisable benefits to the community itself.
The community had been the object of study for so long, and the faculty
and students had entered the community only to carry off the riches of
research and knowledge production for so long, that there was no benefit-
of-the-doubt to be found. - (Le Dantec and Fox, 2015)
The lack of care for participants in previous projects had created an environment
where the community perceived the university as exploitive entity rather than a
beneficial partner. Working in-the-wild and out in communities means that the
researchers need to be more vigilant in supporting the democratisation intent of
the participatory process. There is more care and sensitivity required to engage
communities in a way that breaks down power structures rather than exploits them.
Clement and Van den Besselaar (1993)’s retrospective review of participatory design
projects highlighted that to support a democratic process, participants need the
following five ingredients:
• participants must have access to information
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• participants must have the possibility for taking independent positions on the
problems
• participants must be involved in the decision making in some way
• appropriate methods for participation must be available
• there must be the scope for change
These ingredients are what help take the application of participatory design from
procedural participation to a democratic engagement. The democratic intention is
essential if the participatory process is to be successful in its move into informal
communities and in-the-wild spaces. Frauenberger et al. (2015) developed a ‘tool-
to-think-with’ that provides a framework for researchers to evaluate if and how
they are incorporating the five ingredients. It is a series of questions to encourage
active reflection throughout the process. Moore and Elliott (2016) developed the
listening infrastructure to support the opportunity to gather data for both tacit and
explicit knowledge when working with large organisations and/or communities. It
is the recognition of the need for new methods to support democratised engagement
in informal communities and everyday activities that has lead to the category of
community-based participatory design.
2.4.2 Community-based participatory design
One of the permutations of participatory design emerged under the influence of the
third wave was community-based participatory design. While participatory design
was established in the community of the workplace, the community-based approach
goes beyond formal organisational structures (DiSalvo et al., 2012). This approach
is mainly interested in the fluid social relations and interactions that occur within
local communities or informal organisations.
DiSalvo et al. (2012) defines community-based participatory design as follows:
What we mean by community-based participatory design, at its simplest,
is work that foregrounds the social constructs and relations of groups
in settings that include, but go well beyond, the formal organisational
structures commonly foregrounded in more traditional workplace studies.
- (DiSalvo et al., 2012)
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2.4.2.1 Defining the term community
Before we go further there is a need to address the term ‘community’ in the context
of community-based participatory design and as it relates to our work. Community
is a term that is equally familiar and ambiguous. This leads to it having multiple
meanings depending on the context in which it is being applied. DiSalvo et al. (2012)
proposes three community domains of geographical, identity and shared practices.
Categories of communities
Geographical is the most common definition. It describes a community in terms of
people who share a defined space or location for example a neighbourhood or town.
Identity defined communities are also familiar. Earlier we defined our use of the
term ‘older people’ by their chronological age. We bound together a diverse group
of people by a single identifying factor, their age. Other common identity qualifiers
are race, gender identity, physical abilities, ethnicity and culture. Community as
a shared practice was defined by Lave and Wenger (1998) when they proposed
‘communities of practice’. In this context the bonding agent goes beyond a shared
interest to actively doing and learning through regular engagement (DiSalvo et al.,
2012).
DiSalvo et al. (2012) does not subscribe to a single definition and proposes a spec-
trum depending on the context in which the work is being conducted. He also
cautions that categorising groups is effective and efficient for research but these are
superimposed qualifiers. The researchers should not lose sight of the diversity that
exist within the communities that they work with. Another assumption around
communities is that they are positive and beneficial. Lave and Wenger (1998) in
their work acknowledge that being in a community is not by default a positive ex-
perience. Conflict and tension may be part of the dynamic of the community that
may be as informative as creating a consensus (Panelli and Welch, 2005).
Out of community-based participatory design research, DiSalvo et al. (2012) presents
two new community categories of community-based organisation (CBOs) and com-
munities of activist and hobbyist. Community-based organisations have an organisa-
tional structure that is reliant on volunteers and are motivated by community good
instead of profit. Activist and hobbyist communities are formed around a shared
commitment to a cause, practice or interest. These are informal communities that
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tend to develop organisational structures over time. However, they remain reliant
on members skills and experience. Therefore, often these types of organisations are
resource poor and often stuck with outdated technology which makes them open to
engaging in participatory practices (Carroll, 2008).
Community defined in the context of our research
Along with DiSalvo et al. (2012) we recognise the need to categorise communities
and their groups in the process of research. The organisations we worked with sit
within the domain of community-based organisations. We agree with DiSalvo et al.
(2012) that there is a need to identify the sub-groups that exist under the umbrella
of the main community identity.
The day centre is geographical and mission community-based organisation. All the
members share, use and have access to the physical building. The mission of the
organisation is to provide a space for older people to gather and socialise. The
members of the community either support this mission through their jobs and/or
volunteer work. Or they are the beneficiaries of the offerings of the organisation.
Within the day centre we have members of the community that divide into sub-
groups of administration, volunteers and patrons. The administration are people
whose paid job it is to manage volunteers and provides support for the patrons.
Volunteers are individuals who donate their time to support activities and patrons.
The patrons are the older people who attend the day centre for various activities
such as meals, events, and socialising.
GoodGym is an identity and mission community-based organisations. The members
are all either identified as older people and/or supporting older people. The members
also share a mission for improving their own health through physical activity and/or
social engagement.
GoodGym members are divided into sub-groups of administration, volunteers, and
members. The administration and volunteers manage and support the members in
their missions. The members are further divided into the older people (coaches)
and the young adults (runners). The runners and coaches (older people) are paired
together to provide mutual support. The runners are motivated to run and visit
their coach once a week. The coach benefits from a weekly visit with their runner.
GoodGym does not exist as physical location. It is a network of community mem-
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bers. The interaction between groups within the GoodGym community is strongly
tied to their roles within the organisation. Runners see their contribution to their
own health and the health of the older person (coach) they are visiting. The older
people see their contribution to the motivation of the runners health and their own
health benefit of weekly socialising. The administration is a coordinator between
themselves and the members. The administration is also a facilitator between the
runners and the coaches.
For our research needs in the case studies, the term ‘community’ refers to the
community-based organisations of the day centre and GoodGym. Within each of
this organisations are internal communities or sub-communities. For clarity, we
define these sub-communities through their roles within the organisation. In the
chapter 3, we provide a list that defines the terminology for describing the roles of
the participants for each respective study.
In defining the domain of ‘older people’ by their shared chronological age, we ac-
knowledge this is a simplistic grouping and that older people are as diverse in their
interests, lifestyles and culture as any other demographic. For our research with
the organisations, we have also defined the context of the term ‘community’ as it
relates to the organisations and defined sub-communities through roles within the
organisations. We acknowledge this definition is for the context of our research.
2.4.2.2 Community-based participatory design challenges
Working with community-based organisations and/or activist and hobbyist commu-
nities differs from that of traditional participatory design. These communities are
motivated by other means than profit, the volunteer base is fluid in nature and typ-
ically have limited resources. DiSalvo et al. (2012) highlights some of the challenges
for consideration when working with these communities.
The workplace site of traditional participatory design provided stabilising factors
such as work schedules, shared spaces and often long term relationships with each
other and/or the organization. The organizational hierarchy of the workplace may
influence workers participation ‘as part of their job’. As opposed to the fluidity of
the volunteer base of community organisations where they have irregular schedules,
potentially fleeting engagement and/or are distributed across distance. They may
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also have little or no budget for digital technology and/or training of staff (DiS-
alvo et al., 2012). For researchers, the volunteer nature of members may result in
people unable to commit the time to engage in the full process (Redhead and Br-
ereton, 2010). In light of the dynamic of these communities, new approaches built
on reciprocity and relationship building should be explored (Brenton et al., 2014).
Projects may involve working across several different communities where each have
their own various needs. Therefore, navigating these potentially competing values
means transparency in conveying overarching goals while being open to revision of
details during the process (DiSalvo et al., 2010; Hirsch, 2009). Finally, researchers
need to remain cognisant of the diversity with each community. Neighbourhoods
and/or older people are not all the same just because they organized by shared a
few qualifying factors.
2.4.3 Community-based participation in action
Here we highlight work that has explored community and participation. The projects
highlight issues such as transferring power/ownership, tensions between institutions
and communities, self chosen exclusions, and seeding sustainability after the re-
search. These examples serve to illustrate how community-based approaches are
evolving and still seeking answers to many of these issues.
Early days
Blacksburg Electronic Village (Carroll, 2003; Kavanaugh et al., 2005) is often pointed
to as one of the early representations of community and participation. In the 1990s
the rural village of Blacksburg became a testing ground for bringing the internet
and digital tools into the home. The stakeholders were the regional university,
a phone company and the village’s government. Each stakeholder had their own
motivation. The university wanted to extend the quality of campus computing into
the community (homes). The phone company wanted to explore the possibilities
of telecommunications, the internet and the home with an eye towards developing
commercial products. The village government saw an opportunity to improve their
services and economic development.
For the most part, the development of the technology and infrastructure was driven
by the village government officials and the two institutions without input from the
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citizens. When the infrastructure was done or ‘wired up’ the village, the early users
were mainly the city officials who had been involved the development. It trickled out
to business owners and eventually to community organisations and to individuals.
It took awhile but eventually the system gained widespread use. As the use by
the community increased the involvement from the university and phone company
decreased until they left the project. The phone company pursued other avenues
for commercial tool development transitioning from a partner back into a utility
supplier. The university could not maintain the cost of providing connectivity for
free to the village.
These decisions were made without consulting the community which resulted in an
initial backlash from the community. They used their digital tools to express their
displeasure. In the end without the institutions involved, the community took over
managing and directing the priorities of their connectivity and digital tools. The
university’s long-standing goal was for the village to take ownership of the network.
This goal of self-reliance is attributed to the eventual transition of ownership from
the institution to the community occurring under such a non-participatory struc-
tured hierarchy. The Blacksburg village project lacked much of the application of
participatory methods. However, the intent of community empowerment and net-
work ownership as an outcome was still achieved.
Community dynamics
Disparities and exclusions exist among communities that provide similar services to
people in need. Based in New York, the Center for the Study of Asian American
Health (CSAAH) project (Trinh-Shevrin et al., 2007), found exclusion and sustain-
ability a challenge in their work to create partnerships between academic institutions
and community-based organisations to reduce health disparities among the Asian
American communities. They found academic partners who were not versed in par-
ticipatory practices were sceptical of the process. Similar to technology developers,
these researchers were concerned that too much time and effort would be required
to get community consensus without much benefit. Additionally, their work was
framed as ‘doing for’ their research patients. Most of the researchers failed see that
there was a difference between their practice and participatory practice. Those re-
searcher that acknowledged the difference remain unconvinced there was much gain
through using participatory practices.
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There was similar tension regarding expertise and knowledge transfer between insti-
tutional healthcare providers and community-based health care organisations. All
these organisations aimed to serve those in the Asian community with low-income
and/or are uninsured. The public hospital and healthcare provider who had a long
history of serving this community saw themselves has experts in how to best al-
leviate the health disparities. They were resistant to partnering with other small
community-based organisations that were serving neglected subsections of this socio-
economic community. CSAAH researchers respected and valued the contributions of
all these organisations. The researchers had to figure out how to manage the tensions
between the various organisations to benefit the community they all served.
In the Call Me project (Murray and Crummett, 2010; Murray et al., 2013), we see
self imposed exclusion by the community. The researchers work with older people
in a community that lacked the resources and support found in neighbouring areas.
Their aim was to develop community-based activities to promote social engagement
within the community and build connections with the neighbouring communities.
They found that the community did not care to be identified as ‘disadvantaged’. The
members had a longer history, relationships and experience of when the neighbour-
hood was considered a status symbol. They saw beyond what the neighbourhood
was now and what it could be again. While they rejected outsiders labels of being
disadvantaged, internally they had an ‘us’ versus ‘them’ mentally. This mentality re-
ferred to nearby communities as a way of acknowledging the other communities had
more resources. In this mindset, the older people perceived self-imposed boundaries
between their neighbourhood and surrounding neighbourhoods. The older people
did not feel that they could access or use resources in nearby neighbourhoods because
those resources were not for them.
Together the researchers and the older people developed community activities around
art, gardening and exercise. The older people engaged and were motivated by these
activities that occurred within their neighbourhood. However, they were still re-
sisted to engaging with activities outside of their own community. Over the course
of three months there was plan to organise and visit artists at a theatre in the city
centre. However, only a few of the neighbourhood members actually showed up and
participated in the trip. The researchers came to recognise and to respect cultural
and community boundaries.
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Sustaining technology engagement
The Civic Nexus project (Carroll, 2008; Carroll and Rosson, 2007) worked across
eleven community-based organisations to understand their engagement and man-
agement of digital technologies. All these organisations were predominately run by
volunteers. The level of support and sustainability was fluid and highly dependent
on the skills and commitment of their members. One organisation had a fairly ro-
bust database operated voluntarily by one of its members. The member reported
he managed the database because he enjoyed the responsibility and control of the
information. However, when this individual leaves or decides to stop providing this
service there is no contingency plan to carry the work forward. Similarly, there are
communities that do not have any members with or offering technology skills. The
lack of internal skills often leads these organisations to seek economic third-party
solutions. The outcome is often the communities losing control by adopting an ap-
plication they do not understand how to operate. The result is they are unable
to take control and utilise the application and without adequate support and/or
training.
Two of the organisations tackled this issue through investment. An environmental
group invested in creating a technology board and hiring someone to manage their
database and essential IT needs. Another organisation found an open source plat-
form that was robust with an active support community. They invested the time to
learn the platform and develop a system for their needs with online community as
ongoing support. The Civic Nexus project highlights the issue of it not being just
the equipment itself but finding ways for continual support among the fluidity of a
volunteer based communities.
Balestrini et al. (2014) demonstrated the power of community investment through
CrowdMemo. CrowdMemo was a project where members of a community in rural
Argentina learned, shared and sustained methods for storytelling and documenta-
tion through digital tools. The project involved an elementary school, a photography
collective and the researchers. Ownership was built into this project as the school
and collective initiated the project by contacting the researchers. The community
invested in raising funds to support the execution of the project. The teachers and
students invested in learning to use commercially available digital mobile and cam-
era technologies. The students used these tools and their newly acquired storytelling
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skills to engage with older people in the community. The final film was shared as
a public screening event. The project was owned and embraced by the community.
Digital storytelling was integrated into the school teaching. The storytelling tech-
niques have been shared with neighbouring communities expanding the reach and
scope of the project beyond the initial research.
In considering the ongoing sustainability by the community, the researchers point to
several factors. The community instigated the idea of collaboration and reached out
the researchers. Off-the-shelf technology products were used to facilitate adoption
and transfer of knowledge beyond those involved in the project. The self-promotion
of sharing the film and media coverage informed and encouraged the surrounding
communities to invest in similar projects and engagement within their community.
While CrowdMemo created transformation from within the community (Balestrini
et al., 2014), in the Democratising Technology project (Light et al., 2009) the re-
searchers instigated the transformation of the existing community. The Geezer Club
was a informal group of working class retired men who were mainly engineers. They
would meet at a community hall as an alternative to pubs and betting venues. The
work with the Geezer Club was part of a larger initiative called Democratising Tech-
nology (DemTech). DemTech aimed to find methods for giving those excluded from
technology a voice and a platform for them to showcase their ideas and/or needs
(Light, 2011).
With the Geezer Club, the researchers engaged the members through a series of
workshops with performance artists. Out of one of these workshops came the idea
to develop water driven turbines that could be used in the Thames River to provide
low cost electricity. They were inspired to use the digital tools and the Internet to en-
hance their existing mechanical knowledge to design a prototype turbine. DemTech
ran an art exhibition as part of their output where the turbine idea garnered media
and political attention. The Geezer Club members continued their pursuit of the
turbine project through fund-raising and industry partnerships to create a prototype
for a turbine that was tested in the Thames. Their work continues with more recent
projects where they are looking at waterwheels for energy generation. The Geezer
Club has evolved from an informal social group into a self-sustaining social activist
community with their own goals and agenda (Leeson, 2017).
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Lack of uptake
Civic Nexus, CrowdMemo, Geezers and Blackburgs all illustrate where community
sustained engagement can occur after the research as ended. One factor that all these
projects shared was using commercially available technologies and an investment by
the community to create dedicated systems to learn, support and share. In contrast,
most community projects end without an uptake by the community. Taylor et al.
(2013) reflected on the uptake failures of two bespoke technology interventions to
better understand this issue.
The Wray Photo Display (Taylor et al., 2007) was developed with a village. It
was a touch flat screen in a local shop. The residents could post photos, events
and other community content from their own digital devices through a website. At
the end of the four year run of the project the transition of ownership from the
university to the community was unsuccessful. The village knew from the start
they could keep the equipment. However, there was not a plan on either side for
sustained reliable technical support or transferring the web site from the university
servers. The community relied on the goodwill of the researchers to fix any technical
problems. The community may have lacked the motivation to adopt the technical
responsibility because the display was passing the point of usefulness. Social media
was more prevalent and being used for the same functions of photo and information
sharing. The display was no longer being considered an essential tool for informing
the community. The reduction of relevance may have contributed to the lack of
motivation to take ownership and invest in transferring the website.
Viewpoint (Taylor et al., 2012) was another bespoke digital device deployed in public
spaces. Viewpoint facilitated community members and politicians through request-
ing and giving feedback on policy issues. The civic member posted questions and
public could respond yes or no. Ideally, not only would the public’s opinion be
shared but also how the civic members planned to respond to the public. The lack
of uptake was likely because the civic members never became comfortable with the
technology for posting questions. Similar to the Wray Photo Display, the community
did not see a long-term value in the system (Taylor et al., 2013).
While researchers can seed a system with content, enthusiasm and interest, if it does
not transfer to the community, there is unlikely to be sustained adoption. Blacks-
burg brought new communication and forms of economic development to the village
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(Carroll, 2003). In CrowdMemo the community saw the link between creating a
record of their heritage and the members actively invested money, and time into
training and learning the digital tools. (Balestrini et al., 2014). The Geezers found
value and new purpose in their tacit knowledge and the digital tools provided in-
formation, promotion and sharing (Light et al., 2009). The community needs to see
ongoing value being added to engage in sustained adoption.
Craft and performance engagement
We have covered related work in reference to training older people and engaging
communities with digital technologies. Here we look at work that is introducing
digital tools through performance and inviting older people to engage with open
source digital creation platforms.
The Forum Theatre and The UTOPIA Trilogy are performance and video projects
developed as part of the User Centre in Dundee’s School of Computing. The User
Centre works with older people and digital technologies. They created drama-based
scenarios ‘as a means to encourage and support open dialogue between researchers,
designers and older users’ regarding digital tool engagement (Rice et al., 2007). They
used professional actors, script writers and experienced facilitators who worked with
the audience of older people. The performances provided a safe and encouraging
environment for people with little or no technical knowledge to discuss and envision
how digital technology use may benefit their lifestyle (McKenna et al., 2006).
They expanded the performances into the UTOPIA ( (Usable Technology for Older
People: Inclusive and Appropriate) project. Through the video series UTOPIA
Trilogy, they produced a series of videos with older people using digital tools in
real life scenarios. The videos were developed for designers. The goal of the videos
was to help designers develop empathy for the needs of older people (Newell et al.,
2006). The videos were also shown to older people who gave feedback on whether
they thought the scenarios reflected their experiences. They also commented on
whether the proposed designs met their needs. The performance offers an immersive
participatory experience. The videos offer a more accessible venue while giving the
designers and the older people rich narratives to respond too.
Light (2011) explored performance on a one-to-one basis with a single older person.
Through this work, they use narratives, scenarios and props to envision possible
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future engagements with digital technologies. The participant was attracted to a
glove as the prop. They were then guided in developing a fantasy persona. Their
persona was Talullah, a world travelling dancer. Through the narrative they were
guided to imagine in 100 years they would still be dancing and travelling with their
glove. They were asked to imagine what their glove could do. They proposed it
would be a “mirror to someone soul”. This would be so that when they meet people
they would know who they really are. This work shows that with sensitive and
guided engagement older people can conceive of future technologies beyond their
own experience.
With the MakeyMakey, Rogers et al. (2014) bring us from conceptual technology
to hands on creation with digital technology. They worked with a group of older
people using an open source kit that allows people to create interactive interfaces
out of fruit, ink and each other. The MakeyMakey hardware along with the Scratch
software were developed by a team at MIT. The aim is to make physical comput-
ing and coding accessible to everyone. The MakeyMakey can be used as musical
instrument or a game controller. For this study they created musical instruments,
mainly the piano. One end of an alligator clip is attached to the MakeyMakey and
the other end is attached to any water-based object, typically fruit. The person
then holds the grounded alligator clip in one hand and using the other to touch the
wired up fruit. The person is completing the circuit so when they touch the object
a sound is made. They end up making banana keyboards, and/or broccoli drums.
The platform is fully deconstructed and exposed. There is no ‘blackbox’ to hide
how things work. The aim was to see if introducing the tools of the maker culture
would be a successful way to introduce and engage older people in creating their
own digital tools.
The older people enjoyed the interface and there was active engagement in creation.
When the researcher aimed to get the older people to think about what they would
want to build, the older people initially focused on the younger generation, children
and grandchildren. It took awhile for them to come around to thinking about what
items they could develop for themselves. This work lives along side others who
are looking at the emerging field of electronic crafts (Buechley and Perner-Wilson,
2012; Lim and Nevay, 2016), as a way to engage older people as co-creators not just
collaborators (Rogers et al., 2014).
CHAPTER 2. LITERATURE REVIEW 56
Here we have presented work that is challenging the assumptions about older peo-
ple and their ability and interest in engaging with digital technologies. The maker
movement is allowing participation to move from feedback and fantasy to creation
and manifestation of one’s own ideas. Our role as researchers in HCI and participa-
tory design will be to facilitate and guide engagement and creation. This will mean
letting go of old stereotypes of older people’s limitations, attitudes and interests
where digital technologies are concerned (Wandke et al., 2012).
2.5 Summary
We have presented the discussions and debates around influences on technology
adoption and participatory design by older people. In particular we look at community-
based approaches to learning, adoption and sustained engagement. Our work is
situated in a community-based organisation of a day centre computer training and
activist community of GoodGym. We proceed with our work with older people
considering the influences and factors that may encourage or deter learning and




In the previous chapter we outlined our area of investigation in regards to older
people engaging with digital tools. We reviewed expert-led practices in training and
evaluating technology adoption. We highlighted participatory design work introduc-
ing and/or engaging communities with digital tools. We described the democratis-
ing of participatory practices and examples of participatory work with older people.
Here we describe the participatory method and thematic analysis that we used across
both our studies. We cover why we chose these methods, their limitations and briefly
describe the pilot study we carried out.
In Chapter 1 we outlined two questions for our research:
• What can ageing in HCI learn about engaging older people with digital tools
in community-based organisations?
• Does embedded engagement add value to the community-based participatory
design process?
The literature review highlighted the application of participatory design methods
in communities and with older people engaging with digital tools. Participatory
design is a way to include older people’s voices in the direction and design of digital
tools and digital culture. Older people are affected by the design of digital tools and
through participatory methods they are included in the design process. Through
these methods there is an opportunity for designs to be meaningful and relevant for
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the older people concerned and it thereby helps overcome the alienation that they
may feel in digital culture (Heitlinger, 2015; Vines et al., 2015).
Our work is situated in community organisations that support older people; a day
centre and an intergenerational running club. These organisations give us a broad
scope and allow us to consider the complex interrelations between social, economic
and environmental factors that may influence older people’s engagement with dig-
ital tools (Handley et al., 2006; Hirsch, 2009). In addition, they answer the call
within HCI to move the focus from individual to collective action, citizenship and
community (Baumer and Silberman, 2011; DiSalvo et al., 2010).
This chapter explains our methodology, which is rooted in participatory design with
a focus on participatory design methods in community-based organisations. Partic-
ipatory design research includes the participants in all stages of the research process
from identifying the problem, co-designing a solution, and testing the solution. This
inclusiveness was important for giving older people a voice in an area from which
they feel excluded. Thematic analysis provides the flexibility along with rigour to
analyse complex qualitative data (Braun and Clarke, 2006).
3.1.1 Participatory Design Research Background
In its simplest terms and purest intent participatory design is a holistic process
involving all stakeholders in every stage from ideation, conception creation, proto-
typing and testing. Every stakeholder is viewed as an expert in their knowledge area
and an equal contributor to the process. This democratic process separates partici-
patory design from other user centric methods that typically engage stakeholders in
a particular stage of the process but not throughout the entire process.
Participatory design was founded in Scandinavia during the 1970s. It was a response
to the recognition of the disconnect between the digital tools being introduced to
the workplace and the workers needs and expertise. The goal was to capitalise
on each party’s knowledge, to build tools that had the advantage of the digital
world’s potential efficiency while being intuitive to use by the people who had the
tacit knowledge for performing the work (Schuler and Namioka, 1993). In the 21st
century, we are still observing a disconnect between the design of digital tools and
human needs and experience (Alam and Imran, 2015; Vines et al., 2012). As the
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digital culture becomes normalised and more pervasive those who cannot or choose
not to engage are being left behind (Ageuk, 2016). The subject of our research is
the focus of one of these demographics: older people and digital tool engagement.
Community-based participatory design focuses on the relations of informal organi-
sations and groups, rather than the workplace as in traditional participatory design
(DiSalvo et al., 2012). It has been used to include marginal voices, empower com-
munities, include all stakeholders in the design process, and focus on community
building, and education, which are relevant to expanding the third wave of HCI
(Bødker, 2015; Muller, 2003).
3.1.2 Why Participatory Design?
We based our research methodology on participatory design with a community-
based focus for the following reasons. It offers a way to involve those who will be
affected by the design of technological systems in the entire design process. By
being involved in the process they will create designs that will have relevance and
meaning for those who will be affected by them. Through participatory design
methods we are addressing the problem of authoritarian and top-down expert-led
solutions being irrelevant and/or exclusionary for the intended audience. It provides
a means to include diverse and often under-represented voices of older people in the
design process. Often research around older people and digital technologies tend to
focus on mainly the engagement with the digital device with an emphasis on their
performance and efficiency (Dickinson et al., 2007; Hollinworth and Hwang, 2011;
Lee et al., 2011; Piper et al., 2010; Zajicek, 2006). Community-based participatory
design of late has been concerned with social and cultural production rather than
increasing productivity and efficiency (DiSalvo et al., 2012; Heitlinger, 2015).
Participation in participatory research methods means all stakeholders are involved
in the learning process where they investigate, understand, reflect upon, establish,
and develop a collective solution (Stoecker and Bonacich, 1992). Researchers strive
to learn the realities the community. While community participants strive to iden-
tify issues they want to address in their community. Mutual learning throughout
the participatory design process provides all participants with increased knowledge
and understandings: defining the issue(s) to address ; collective ideation of solutions
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and collective testing of proposed solutions (Foth and Axup, 2006). Participatory
design’s adoption of ongoing and systematic reflection with participants as full part-
ners the design process sets it apart from less inclusive user-centred practices.
By choosing participatory design as a methodology, we are aiming to improve the
lives of the communities with which we are working. Our position as a researcher
is not neutral. We aim to share control with the community, and base the research
on values of inclusion and enhancement of people’s lives rather than reduction of
inefficiencies, improvements to productivity, or service to brand identity. As we
show in our studies (Chapters 4 and 5), this methodology is also appropriate within
the context of the day centre and GoodGym organisations and their community
members. The grounding of participatory methods in the workplace provide us
with the rigour for our work in real world contexts. While the community-based
approach allows for the flexibility to understand and respond to the rich and complex
environment of informal organisations and groups (DiSalvo et al., 2012; Heitlinger,
2015).
The theoretical positions of participatory design are similar to other open-ended ap-
proaches where researchers are not merely objective observers. Here the encounters
between researcher and participants help build meaningful reciprocal relationships in
ways that the more traditional researcher-as-expert cannot. There is an emphasis on
mutual learning and exchange between partners. In our research, participatory de-
sign methods provide ways to develop these relationships and to learn about people’s
past and present experiences to inform potential future ones. We are committed to
the goals and motivations of participatory design. With that in mind, we acknowl-
edge that as a researcher we are not just a facilitator. We bring our ways of seeing,
values, sensibilities and interests to the process. Through this process there may
be tensions with others and this may sometimes conflict with the commitment to
‘genuine participation’ (Simonsen and Robertson, 2012). We discuss these tensions
as they occur in the following chapters.
3.1.2.1 Why not other methods that involve users?
Participatory design’s agenda differs from other traditions within HCI that involves
people in the design process. Participatory design’s intention is that the process is
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democratic with participants engaged in all aspects of the process from identifying
the problem, conceiving of the solution and testing the solution. Participatory
design was developed to specifically address the imbalance of power between the
development of digital tools and the people who had to use the digital tools.
Action Research
Action research developed from the social sciences and focuses on the shared knowl-
edge and learning produced through collaborative research (Reason and Bradbury,
2001). To create a more inclusive design method, the participatory design re-
searchers used action research as their founding model (Foth and Axup, 2006).
Action research is founded in community centric and collaborative methods that
are typically focused on equal inclusion of all stakeholders to solve a social problem
(Reason and Bradbury, 2001). The community and the researchers work together to
identify an issue of concern, gather and make sense of the data and develop proposed
solutions (Heitlinger et al., 2013; Rodŕıguez and Brown, 2009). Action research is
a cycle of four phases which are planning, acting, observing and reflecting (Foth
and Axup, 2006). The researcher defines the theories and brings these theories to
the community. The researcher then engages with the participants and together
they translate the theories into action(s) to test the theories. The community evalu-
ates if the implementation of the theories prompt any change of their situation and
circumstances and reports the results (Foth and Axup, 2006). The core values of
including people in all stages of the process and valuing equally the contributions all
stakeholders were adopted into participatory design. Action research gave partici-
patory design its grounding in a democratic process. Participatory design brings the
democratic focus to the issues around digital tools and services. Our research inves-
tigates older people and their relationship with digital tools. Participatory design
was developed specifically for investigations into the disconnect between developers
and users of digital devices. The historic grounding of participatory design in the
democratic digital development made it more appropriate than the broader context
of action research for our work.
User-centred design
User-centred design typically involves users with the aim to develop a commercial
product, rather than improving people’s lives (Wright and McCarthy, 2010). User-
centred design lacks the democratisation intent of participatory design or action
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research. User-centred is based on an expert-led structure. The designer/developer
is the expert in identifying problems and proposing solutions. The people, potential
users of the solution, are invited into only select phases of the process. Typically,
it is at the beginning and at the end of the cycle. At the beginning, users are
invited to provide feedback or requirements to a problem defined by the expert.
The participation by the users is heavily directed and contained within a scope and
context defined by the expert (Siu, 2003). At the end of the process, the users
are invited to test and provide feedback on the prototype of the product. Again,
the people are given a specific solution and narrow range of context for a response.
The engagement and input from the potential users are limited to the problems and
solutions defined by the experts.
In our current digital culture, the development and design of digital tools is driven
by youth culture. The designers and developers tend to be young adults who have
little, if any, knowledge and/or interest in the lifestyle needs and interests of older
people (Mason et al., 2012). The user-centred method does not go far enough to
support and foster engagement of older people in using digital tools (Marti and
Bannon, 2009). User-centred would still be predominately ‘designing for’ instead
of ‘designing with’ older people. Where as participatory design’s purpose is to
breakdown power structures and provide a space for participants to engage from
end-to-end in the process and the outcomes to be a response to the participants
self-identified needs.
Experience Design
Evolving out of participatory design and user-centred design is experience-centred
design (Wright and McCarthy, 2010) which is about improving the lives of users.
It grew out of user-centred design, which began to focus on the experiences (fun,
enchantment, beauty and pleasure) of people living with digital tools and not just
using them (Wright and McCarthy, 2008). From participatory design, experience-
centred design draws emphasises the relationships between people and design as
co-production. Experience design provides methods for investigating the use of dig-
ital devices in people’s everyday lives. There is a focus on incorporating empathic
design process. Empathic design investigates individuals’ feeling toward a product
(Kouprie and Visser, 2009). Experience design does involve the users in the pro-
cess and the scope and agency of user feedback is broader than user-centred design.
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However, it is still an expert-led methodology. The researcher is the driver in de-
termining the problems that need solutions. The inclusion of empathic tools does
provide a richer scope of understanding of context and people’s feeling in the usage
of digital tools (Hassenzahl, 2013). However, empathy and working in-the-wild is
not a substitute for democracy. Experience design may observe or analyse the power
structures around the users usage. This method is not intent on addressing those
power structures to ensure full inclusion of the participants. Experience design does
leave the lab for the wild but lacks the holistic engagement by participants in the
full development cycle. As we discussed in chapter 2, participatory design has a
longer history of being used in communities and in-the-wild. Participatory design
continues to evolve in application but it is defined by its founding tenet of creating a
democratised space for all participants to share and both tacit and expert knowledge
is valued.
All these methods and practices touch on various aspects of participation with peo-
ple. Community-based participatory research is being increasingly used to investi-
gate the use of digital technologies in communities, in the home and other hybrid
settings outside the lab (Björgvinsson et al., 2010; Farooq et al., 2007; Merkel et al.,
2004; Muller, 2003). Now that the digital tools have transitioned into our ‘life’ tools,
so should follow the empowerment of user’s ownership and ability to shape the tools
of their life (Balestrini et al., 2014; Light et al., 2009; Maxey, 1999). It is with
this balance of historical grounding and evolution into community spaces, that we
determined that participatory design was the best fit for our aim to to understand,
learn and develop through the inclusion of older peoples’ perspectives and voices
that are often absent in our digital culture.
3.2 Participatory Design Research Methodology
Participatory design refers to the range of hybrid approaches and applications that
emerged from the foundations of Action Research (Stoecker and Bonacich, 1992).
Conventional science is set in rigid linear designs where participatory design method-
ologies are reflexive, flexible and iterative (Cornwall and Jewkes, 1995).
While participatory design has a foundation built over forty plus years, it is still an
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evolving practice. However, participatory design as a research method has been cri-
tiqued for the lack of consistency in its application. Participatory design’s strength
is its flexibility to adapt to the unique aspects of the community being studied.
However, this flexibility has been a cause of debate as to what qualifies as an appli-
cation of participatory design in research studies. We will discuss these debates in
regards to limitations of participatory design later in this chapter.
Spinuzzi (2005) responded to this critique by proposing a formalised participatory
design methodology. It is a methodology that is intended to provide a structure
for consistency across diverse applications, Yet it still supports the flexibility that
is required when working with real people in communities. We chose Spinuzzi’s
methodology for this balance of structure and flexibility. We used it in all of our
studies. The process is broken into three basic stages: Exploration, Discovery, and
Prototyping.
3.2.1 Stage 1: Exploration
The exploration stage is for the researcher to familiarize themselves with the cur-
rent environment. The researcher observes how the participants interact and use
the existing system. This stage incorporates ethnographic methods such as observa-
tions, interviews, organizational visits and examinations of artefacts. At this stage
the researcher’s intent is to collect data about the existing environment while being
minimally disruptive to the process. This stage typically has the lowest amount of
active interaction between the researcher and participants, compared to the discov-
ery and prototyping stages.
3.2.2 Stage 2: Discovery
The discovery stage is focused on the researcher and participants working together
to identify which issues are most pressing for the participants. They then collabora-
tively clarify the goals and agree on desired outcomes. This agreement on a successful
outcome is important so that both parties benefit from the work in the project. The
collaborative work is typically facilitated through organised workshops, discussions,
games, organisational tool kits, story boarding and/or interpretation sessions. In
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this stage it is important to engage the participants by honouring their expertise
and knowledge regarding their challenges, community and ideas. The participants
must provide input and see that it is valued and reflected in the prototype developed
in the next stage.
3.2.3 Stage 3: Prototyping
The prototyping stage is when the collaboratively designed solution is implemented
and the participants test it. This is an iterative process, where the participants pro-
vide feedback, changes are made and the prototype is updated with those changes.
It is recommended that the prototyping and testing be done on-site with partici-
pants. Lab testing is less ideal but acceptable as long as participants are kept in the
testing loop. The prototype can take the form of mock-ups, paper prototyping, or
functional digital prototypes. However, the functional prototypes should be stable
enough for the participants to use as intended.
It should be noted that the iteration is not limited to the prototyping phase. It is
recommended that a researcher iterate through the exploratory and discovery phases
as needed. One of the stages may fail to yield a workable outcome for the next stage.
The protocol is to then return to the previous stage and start again. The iteration
in each phase is to help prevent against the tunnel vision of focusing on one aspect
to the detriment of others.
3.3 Limitations of participatory design Method-
ology
All research methods have their strength and weaknesses. Participatory design has
its own limitations including: lack of innovation, function focused evolution, lack of
rigour, limited adoption, and fluctuating participation.
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3.3.1 Lack of Innovation
Participatory design was founded on working with people in a system. This is viewed
as a method that does not provide for great innovation (Bjögvinsson et al., 2012;
Sumner and Stolze, 1997). Participatory design research is framed as evolutionary
rather than a revolutionary endeavour. This is based on the presumption that by
including people, they hinder drastic changes as the participants can not envision
concepts beyond their known experience (Compagna and Kohlbacher, 2015; Demir-
bilek and Demirkan, 2004; Obata et al., 2012). This notion is being challenged as
more complex projects are employing participatory design research in their work
(Bødker, 1996; Bowen, 2010; Muller, 2003; Sanders, 2001).
With our application of participatory design we further challenge the idea that it
does not promote revolution and/or innovative. A change that provides access or
a voice to a community previously denied, may result in a revolutionary change
in their life (Tatnall and Davey, 2001). Participatory design continues to mature
as a research methodology and in our application of it we aim to challenge what
constitutes a revolutionary outcome.
3.3.2 Function Focused Evolution
Artefacts are often produced to be tested and evaluated in participatory design.
This can lead to a tunnel vision effect of becoming too focused on making a better
artefact rather than on how it contributes to the overall system. This is referred to
as functional empowerment versus democratic empowerment (Bødker and Grønbæk,
1991). Functional empowerment presupposes that users will be liberated by having
a new functionality available for them to use. Democratic empowerment aims to
activate the community in the development of the system. In the past there has
been the concern of participatory design practices trending toward functional rather
than democratic applications (Halskov and Hansen, 2015; Muller, 2003).
3.3.3 Limited Adoption from other Methodologies
Participatory design researchers do need to check that they are not super-imposing
their own desires on the system. However, unlike traditional ethnographers, who
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take the data from the environment and analyse it apart from the site, participa-
tory design researchers are consistently bringing the data back to the participants.
Together they co-interpret it, co-analyse it and co-design responses to it. It is im-
portant to note that participatory design does use ethnographic methods which are
applied differently but each with its own checks points (Spinuzzi, 2005). Within the
participatory design community there have been calls for more detailed articulations
of the design process and how relationships develop with participatory design re-
search (Light, 2010; Vines et al., 2013). In this thesis we have attempted to address
these calls by providing reflections on the process of involving people in our design
research.
In the eyes of traditional research, participatory design research has been criticised
for not maintaining rigour. It must be acknowledged that participatory design re-
searchers work with participants who are meant to have some control in the process.
Additionally, the researchers and participants create their own research language for
the project so that both parties can communicate on equal footing (Muller, 2003).
For the participatory design researcher, the three stages and iteration process were
designed to provide rigour while supporting the flexibility needed to work with a
community (Spinuzzi, 2005).
3.3.4 Value of Participation
Participatory design is intended to give a voice to those who often do not have a
platform to express themselves. The ultimate goal is to bring value to all parties
involved in the process. If one party feels they are contributing without receiving
any benefit then a) this is not participatory and b) it can result in an unsatisfactory
experience. Beyond the personal feelings, the process may be hindered if one party
is perceived to have more power over another. This is especially challenging when
working with groups who are used to being directed (Spinuzzi, 2005). Particularly at
the exploratory stage, the researcher must strive to encourage participants to express
their own thoughts and opinions. This is where the iteration can be beneficial to
allow participants multiple times to express themselves.
The researcher has the challenge of creating a level playing field. At the start of
the participatory design research process, the researcher may often be perceived
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as ‘the expert’. The researcher needs to create an environment where the partic-
ipants identify themselves as experts and equal contributors to the process. This
democratisation and balance is what creates a supportive environment for the par-
ticipants to express themselves. In valuing the participants, the researcher will need
to maintain the structure of the stages and supporting research methods.
3.3.5 Realities of Participation
Critics have argued that having participants directly involved in the design pro-
cess can be costly, cumbersome, logistically problematic, complex, messy and slow.
There is also concern that designs developed in protected settings may not be trans-
ferable to the real world and may be disempowering to those who did not take part
in the process or are not invested in the results (Bentley et al., 1992; Greenbaum
and Loi, 2012; Kensing and Blomberg, 1998). Such concerns are magnified within
community-based participatory design projects where social relations are charac-
terised by being more fluid than those found within formal organisational structures
(DiSalvo et al., 2012). Volunteers may have irregular schedules, members may be
temporally remote for each other, and people’s commitments to the community
may be fleeting (ibid). Particularly with older people, the fluidity may extend to
their health status and ability to sustain engagement throughout the entire process.
Despite these challenges, informal organisations and their members can be espe-
cially responsive to the methods and are ideal participants for participatory design
(DiSalvo et al., 2012).
We concluded that with all things considered, participatory design research method-
ology was the appropriate choice for our studies with older people and digital tools.
Spinuzzi’s methodology provides us with the balance of rigour and flexibility needed
to work with older people in a research context. We acknowledge the limitations
discussed. One must remember that working in the real world requires one to be
able to adjust to the unexpected and change plans on the fly. No matter how well
a study is designed, working in-the-wild with people is messy. By this we mean,
that within communities people get sick, die, and forget, for example. However,
despite these challenges and limitations for our work, participatory design provides
an appropriate means for answering our research questions.
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3.4 Note on Terminology and Source Key
Throughout this thesis we use different terms for the people who took part in this
research. We acknowledge the problematic nature of the term ‘user’ (Wright and
McCarthy, 2010), particularly in multifaceted participatory work (Heitlinger, 2015).
As such we have tried to avoid using the term in favour of terms that are more
representational of the people’s roles and contributions to the research.
We aimed to be consistent in the use of the following terms:
• Community: The community-based organisations of the day center or GoodGym
• Administration/Staff: People who are employed by the day centre or GoodGym.
• Volunteers: People who work at the day centre or GoodGym but do not get
paid a regular salary.
• Participants: People who helped to develop the research through providing
feedback, generating ideas, or taking part in workshops.
• Older Students/Students: Older people who participate in the day centre
training classes.
• Coaches: Older people who participate in the GoodGym visitation scheme.
• Runners: Young adults who participate in the GoodGym visitation scheme.
• Members: This refers to staff, volunteers and visitors. The way it is used
in this thesis implies an active notion of community. It includes anyone who
takes part in activities at the day centre or GoodGym. Such a usage highlights
the problems of doing design work with communities, when the people come
and go with no commitment to return.
For our data we indicate the source with as follows:
Data Type Key:
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px = picture
Study Name Key:
cc = computer class
gg = GoodGym
Field Notes and Observation Data Key
In field notes and observations the data is a mixture of recorded observations of
actions and the environment as well as verbal dialogue. To distinguish between the
different types of data being shared the following notations are use.
Notation Key:
No Notation: representative of what was said
{}: description of action
( ): establish context
[ ]: changes for clarity and/or anonymity
3.5 Research Design
This research was conducted through two case studies over two years. We chose
to work across two types of communities: a day centre and an intergenerational
running club (GoodGym). These two sites were chosen because they provided two
different approaches to engaging older people with digital tools. The day centre
provided a more traditional model of a computer training course targeted at older
people. GoodGym provided support for older people through social engagement
but without any explicit focus on training older people in using digital tools. We
worked with the day centre for 6 months and with GoodGym for 20 months. The
long term sustained engagement with the respective communities was a way to allow
the increasingly reciprocal relationships between the researcher and the members of
the community (Brenton et al., 2014) to grow and evolve over time.
Our work was facilitated through key participants. The respective lead adminis-
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trators of the day centre and GoodGym, gave approval for the overall research and
provided support and encouragement. The staff of each site provided support and
input on the development of the process. In the case of GoodGym, the staff were
instrumental in the recruitment of participants. Long-term and/or heavily engaged
volunteers assisted with participant engagement. We will discuss their roles in more
detail in the respective case studies chapters four and five.
3.6 Thematic Analysis
In both studies, thematic analysis (Braun and Clarke, 2006) was used to analyse
the data set. Thematic analysis is a qualitative analysis for identifying, analysing
and reporting patterns (themes) within rich data. The aim of the analysis is to
identify themes, and code the themes and their occurrences. The coding process
is an iterative process which identifies a final set of themes strongly supported by
the data. These themes identify the salient results of the data and areas for further
investigation.
3.6.1 Why Thematic Analysis?
Thematic analysis (Braun and Clarke, 2006) was chosen as it provides a balance
between rigour and scope when analysing a variety of rich data. Our data ranges
from field notes, photographs, screen captures, video and audio recordings. We
needed a process that identifies and tracks consistencies across all forms of data.
Most importantly we needed a process that would avoid the pitfall of ‘finding what
one is looking for’. Thematic analysis is a search for themes that are generated
from recurring elements in a data set (Daly et al., 1998). The process involves the
identification of themes through ‘careful reading and re-reading of the data’ (Rice
et al., 1999). It is a form of pattern recognition within the data, where the themes
become the categories for analysis.
Braun and Clarke (2006) provide a step-by-step guide to applying thematic analysis.
The steps are of this process are:
1. Familiarizing yourself with your data: Transcribing data (if necessary), reading
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and re-reading the data, noting down initial ideas.
2. Generating initial codes: Coding interesting features of the data in a system-
atic fashion across the entire data set, collating data relevant to each code.
3. Searching for themes: Collating codes into potential themes, gathering all data
relevant to each potential theme.
4. Reviewing themes: Checking if the themes work in relation to the coded ex-
tracts (Level 1) and the entire data set (Level 2), generating a thematic ‘map’
of the analysis.
5. Defining and naming themes: Ongoing analysis to refine the specifics of each
theme, and the overall story the analysis tells, generating clear definitions and
names for each theme.
6. Producing the report: The final opportunity for analysis. Selection of vivid,
compelling extract examples, final analysis of selected extracts, relating back
of the analysis to the research question and literature, producing a scholarly
report of the analysis.
Through applying these steps themes emerge from the data. Themes can be either
‘data-driven’ or ‘theory-driven’. The former case, themes emerge from the data.
In the latter case they emerge based on specific questions. We applied a theory-
driven approach to coding and theme generation to answers our research questions
for each study. Our data set is a compilation of a variety of data. We applied the
coding process to all forms of our data. The initial phase is to produce focused or
generalised codes. Then the repetitive process of diving back down from focused
codes to the raw data is carried out. We applied this cyclical process as it makes
the best use of our small mixed media data set through repeated interrogation of
data. (Braun and Clarke, 2006). Thematic analysis provided the means to delve
deep into the data of each individual study. It also supported our need to analyse
the data across the two studies for application in our later discussion with respect
to the theory of community of practices.
Thematic analysis provides a balance between rigour, accessibility and flexibility:
it is not as time-consuming as other methods such as grounded theory or conversa-
tional analysis. This provides the researcher more time to spend engaging with the
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community, which is essential to community-based participatory design. Braun and
Clarke (2006) emphasize that researchers take an active role in identifying patterns
in the data and reporting them to the participants. The researcher must apply their
knowledge, intuition and expertise in analysing the data, rather than attempting
to suspend their informed judgements. Researchers are not passive conduits and
themes and codes do not simply ‘emerge’ from the data. The analysis provides the
means to analyse in depth the data from each of the studies, but also helps identify
similar patterns across all data sets.
Thematic analysis is similar to other, more established qualitative analysis methods
that seek to identify patterns of meaning in data, such as grounded theory and
conversational analysis. Grounded theory creates theory from the data, and requires
theoretical commitments and knowledge of approaches that thematic analysis does
not. Thematic analysis is not bound to any theoretical framework, thereby making
it more accessible than grounded theory.
3.6.2 Critiques of Thematic Analysis
Thematic analysis suffers from a reputation of ‘anything goes’. This is because
there are no clear guidelines or agreement on procedures. Often when reporting
on thematic analysis, researchers do not provide details of the steps taken and the
decisions made in conducting the analysis.
One of the most cited critiques of thematic analysis is the lack of reporting on
the application of method (Braun and Clarke, 2006; Daly et al., 1998; Fereday and
Muir-Cochrane, 2008; Rice et al., 1999). The researcher may not apply the iterative
process properly or at all. Therefore the resulting themes may not reflect the actual
data. Novice researchers may fall victim to an ‘anecdotal’ approach where they
highlight what they consider ‘interesting’ anomalies (Fereday and Muir-Cochrane,
2008) instead of seeking patterns that represent the norm.
Another issue is a mismatch between the data and themes (Braun and Clarke,
2006). A researcher may present a well defined theme but then fail to support
it with examples from the data set. This lack of evidence calls into question the
researcher’s application of the thematic analysis. Thematic analysis does suffer from
the perception of being a ‘light-weight’ analysis (Fereday and Muir-Cochrane, 2008).
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It does not carry the ‘branded’ reputation of grounded theory or conversational
analysis (Heitlinger, 2015). It still struggles to be recognized as an accepted method
for qualitative data analysis. Therefore, a researcher needs to provide evidence of
their work and rigour that is involved in developing themes.
3.6.3 How we conducted thematic analysis
We strived to avoid common pitfalls by the application of Braun and Clarke (2006)’s
step-by-step guide referring to their 15-point check list on each step of transcription,
coding, analysis, and written report. For each study we applied a deductive thematic
analysis (Braun and Clarke, 2006). We applied the six steps to each data set.
In the day centre study (chapter 4), we applied the analysis process to the data
set, which included observational data, field notes and discussion transcripts. The
analysis was conducted with the intention of gaining insight into the main values,
challenges and needs of the staff, students and current and potential future uses of
technology. We also looked for insights into the challenges and opportunities of the
participatory design methodology.
In the GoodGym study (chapter 5), we applied the analysis process to the data set,
which included interviews, questionnaires, observational notes, and photo/video doc-
umentation as supplemental data. The analysis was performed with the intention of
understanding the community and how it was evolving, how the members interacted
with the system and how their relationships influenced their engagement at personal,
local and community levels. We were also interested in their understanding of digital
tools as they relate to their everyday lives. We aim to also understand what worked
and did not work in our application of the participatory design methods, including
tensions and challenges that occurred.
First we familiarised ourselves with the data by engaging with it numerous times and
noting initial thoughts and preliminary codes. Then we systematically went through
the data and generated codes. Data items may have a single code, many codes or
none at all. Next we analysed the codes and how they fitted together into potential
themes and sub-themes. We then commenced with the iterative process of going
between the data, the codes and the map. We engaged in this process of reviewing
codes, changing the groupings, deleting and adding themes and sub-themes. We
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continued this process until we were satisfied that the themes adequately captured
the contours of the coded data and accurately reflected the meanings evident in the
data set as a whole (Braun and Clarke, 2006).
The results of our thematic analysis for each chapter (4 and 5) are presented in
the respective findings section under their thematic headings and sub-themes. We
approached the data with specific questions and interests in mind. We acknowledge
our active role in the process, making choices according to our research interests and
experiences as a researcher/designer and grouping them in a way that made sense
to us.
3.7 Ethical Considerations
For our research we addressed and applied the ethical processes of all the organisa-
tions with whom we worked. Here we outline each of those processes.
Queen Mary University of London
Queen Mary University of London has it own ethics approval process. This involves
making an application that is reviewed by an ethics committee. The aim is to
ensure that both the researcher and the study participants are not subjected to
unsafe conditions. In this context safety refers to the physical, mental and emotional
states of both the participants and the researcher. The process also ensures that
any data collected is handled in accordance with the UK Data Protection Act 1998.
All our studies were subjected to and ultimately approved by the ethics committee.
These studies were the pilot disability artists, day centre case study, and GoodGym
Administration pilot and Coach/Runner case study.
Criminal background check
Our work is with older people and people with disabilities. These groups are by
default defined as vulnerable populations. To work with these populations it is
required that the individual undergo a criminal background check (CRB) to ensure
that there are no points of concern. The researcher applied and successful passed the
criminal background check process. Note: The service is now called the Disclosure
and Barring Service (DBS).
Day centre study
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The day centre had their own requirements to ensure the safety of their patrons.
The day centre required that all volunteers with their organisation have a criminal
background check. The researcher had already completed this process as part of
the university’s ethics approval. The space where the computer classes were held
was a shared space. In the shared spaced other patrons had lunch, socialised and
held events. To adhere to the day centre’s own privacy and protections policies, the
researcher was limited in the type of data that could be collected. The researcher
could not take audio/video recordings nor any pictures. This limitation was two-
fold. One to ensure that data on non-participants were not accidentally recorded.
The other was to honour and not disrupt the social space. A video camera and/or
photographs being taken was deemed to be disruptive to the other patrons and deter
the social nature of the space. The researcher was limited to field notes and screen
shots on the computer.
GoodGym study
GoodGym had its own policies for ensuring the safety of the runners and the older
people. Runners who joined GoodGym were required to undergo and pass the
criminal background check. Runners also took a online training programme to
educate them on how to handle emergencies with their coaches. Each month runners
were given topic specific training such as helping coaches prevent falls. Coaches were
provided training on what to do if they had issues with their runners.
Specifically for our study, we had informed consent information and forms. In the
informed consent forms participants could choose if their image could only be used
in the thesis or if it could be used in public presentations. It was made clear
to participants they could revoke their consent at any time. All the participants
consented to their images being used in the thesis and in public presentations. While
the researcher had their consent to use any image data, she took the extra step to
get specific consent on images used in public presentations.
Anonymised identity
In compliance with the university standards the identity of the runners and coaches
in the researcher’s published data is anonymised through the use of pseudonyms.
The exception to the pseudonyms are the GoodGym staff. They consented to the
use of their real first names along with their image. The staff recognised that there
are only three of them and their identities and roles within GoodGym are publicly
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listed on the GoodGym website. They had participated in press and news reports
on the organisation. The use of the pseudonyms did not serve much purpose as
GoodGym is a specific organisation and as the staff they are public face of the
organisation.
3.7.1 Ethical Considerations Summary
The researcher adhered to the ethics and data protection requirements of the univer-
sity, day centre and GoodGym. The researcher also acted in good faith by following
up with participants for permission to use specific images in public venues. The
researcher views ethical requirements as opportunities for building trust and fa-
cilitating communication to ensure a safe and beneficial outcomes for all parties
involved in the study.
3.8 Piloting participatory design
Before starting the main two studies that form the basis of the thesis we conducted a
smaller pilot study. The pilot’s specific aim was for the researcher to gain experience
with implementing participatory design methods and thematic analysis on a small
scale with participants who face disabling barriers by digital tools. Working with
people who are digital users but are still facing access and usability barriers created
by digital tools was an appropriate testing ground for our future work with older
people.
The pilot was conducted over eight weeks in 2011 with two female digital technol-
ogy savvy artists who face disabling barriers using digital tools. They both used
computers in their working lives (email, internet) and leisure (internet, social net-
working and online shopping). The artists were both based remotely, throughout
the study the communications with the two artists took place over video conferenc-
ing, phone calls, and email exchanges. The artists and researchers were in touch on
a bi-weekly basis for regularly scheduled video conference calls. Emails and phone
calls between scheduled meetings were arranged as needed between the researchers
and the respective artist.
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Table 3.1: Study Participants Demographics
Name Gender Age Disability Disability
Lisa Female 40s Visually Impaired 10 years using digital tools
Gina Female 30s cerebral palsy 8 years using digital tools
We will note here that all names are pseudonyms. No real names are
used.
3.8.1 Exploration Stage
In the exploration stage, the researcher conducted 30 minute one-to-one interviews
with each artist to gain an understanding of each artist’s current practice, interest
and technology usage. Out of these interviews two themes emerged: Accessible vs
Usable and Discriminated Against vs Equal Opportunity.
Accessibility vs Usable
The theme ‘Accessibility vs Usable’ came from both artists reporting lack of distinc-
tion in digital tools between being able to gain access to tools versus being able to
actually use the tools. They made a point to make a distinction between the terms
accessible and unusable. For the artists the term accessibility refers to a digital tool
being available either through form or cost. However, the availability of digital tools
does not translate into them being able to actually use them. The artists reported
that ‘accessible’ settings on digital devices tend to be poorly considered and imple-
mented. For example, Gina found standard accessibility features such as magnifiers
and mouse trails more distracting than helpful. Lisa found that many digital tools
do not work well with screen readers. They both reported that newer digital tools
tend to be less compatible with existing assistance tools such as screen readers and
assistive inputs.
Discriminated Against vs Equal Opportunity
The theme ‘Discriminated Against vs Equal Opportunity’ came from the artists’
frustration that despite their digital technology skills they are unable to use and
fully engage with digital tools and spaces. In particular, both artists expressed their
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disappointment in the lack of accessibility and poor usability of online media sharing
and streaming tools. The artists reported that due to the disabling barriers of these
technologies, they did not have the equal opportunity to distribute their work online.
3.8.2 Discovery Phase
The discovery phase was conducted through a two-hour group video conference call
between the two artists and the researcher. The goals were for the artists to meet
each other, review the themes from their interviews, and identify the issue they
would like to address and create a development plan. The outcome was the artists
wanted to focus on exploring opportunities for promoting and sharing their artwork
online.
The themes of Accessible vs Usable, Discriminated Against vs Equal Opportunity
were used to frame the discussion. The key issue that had emerged was the artists’
frustration that the promise of digital democratisation to connect online through
rich media software and web applications did not extend to them. In response they
wanted to explore possibilities with a positive perspective. By the end of the session,
there was an agreement to explore creating artwork for a live online presentation.
After a live presentation event, they would then have the work available online to
share with other artists and the public at large. Providing an outcome, that the
artists have the ownership and agency long after the study is complete, is one of the
tenets of participatory design.
3.8.3 Prototype Phase
The artists went through an iterative process in developing their work and exploring
digital platforms for the online presentation. Here we present the main phases of
prototyping. Both artists attempted their proposed ideas from the discussion and
found their original ideas lacking. The technology constraints that contributed to
their augmentation of the original concepts. Finally, the artists did a trial run
sharing their artwork as a live online presentation.
Gina’s original aim was to create a retrospective of her work in a video jockey
format. Her investigation of both commercial and open source disc jockey (DJ) and
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video jockey (VJ) software suggested that it was unusable. Most of the software
had complex graphical interfaces that either required extensive mousing or complex
keyboard shortcuts. Due to her cerebral palsy, these issues created barriers for
her usage in a live presentation. In her quest to find digital technology solutions
she made inquiries with her neighbours in her housing block. Through this act she
realized that she did not really know her neighbours. Inspired, she decided to change
her concept from a VJ retrospective of her work to creating a photography essay
of her neighbours. Through this shift she returned to her familiar digital tools of a
modified camera and digital photo editor. She found Prezi, an online presentation
tool, usable for presenting her final work of photos, and audio.
Lisa was interested in creating a video retrospective of her work. Historically, she
had used VCRs and/or physical sound boards to edit and compile finished pieces.
The sound board’s physical knobs and buttons allowed her to learn their placement
and their functions. In her research for a digital editor tool, she also found the
graphical interfaces a barrier. Nearly all were non-compatible with a screen reader
for navigating and accessing their functionality. A few provided functionality to play
and stop media but not to the editing tools. She found and worked with a visually
impaired podcaster who had built an X-code plugin for the audio program Audacity
that enabled the editing tools to be accessible to a screen reader. However, the
plugin involved a learning curve to use it properly with Audacity. The podcaster
worked with Lisa over several weeks to assist her in learning how to use it
3.8.3.1 Trial Online Presentation
For the online presentation it was a challenge to find an online presentation tool
that would accommodate both artists. The interface should not require exten-
sive mouse navigation and/or complex keyboard shortcut commands. The pre-
sentation software needs to work reliably with a screen reader. The ones explored
were Skype, Google Hangout, GoToMeeting, Fuze Meeting, WebEx, ReadyTalk and
Adobe Connect. The packages were either completely inaccessible (GoToMeeting,
WebEx, ReadyTalk) or marginally navigable with a screen reader. An older version
of Skype(5.5) was chosen as Lisa reported it offered the most functionality of the
video conference options for a screen reader.
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One of the issues with Skype was that screen sharing was not compatible with screen
readers. A separate tool would be needed to present the artwork. The web-based
presentation application Prezi was found to be the most usable for both artists. Prezi
allows an individual to present a slide show to an online group of invited guests. It
offers the option to hand over the control of the presentation to other online guests
attending the event. For Lisa, she could not access Prezi’s upload function through
her screen reader. However, once the video was uploaded she could control the
video playback. The live event was documented through the screen video recording
software Camtasia 2. Camtasia 2 provides the ability to record the screen, internal
audio and external audio. The full event was recorded from the Skype conversations
to the artwork presentations.
The live presentation trial was organized for September 27, 2011. The goal of the
practice run was for the artists and researchers to test out the online tools with
the finished artwork. The group video feature of Skype was used as the online
video conferencing tool. The Prezi application was used for the presentation of their
artwork. The event was attended by the researcher, the two artists and two art
directors from London based art organisations.
The researcher opened the online event and introduced the artists to the two art
directors. The artists presented their respective work. After the presentation there
was a 15-minute discussion about the artwork the artists presented. There was then
a 45-minute discussion on the technical issues and critiques of the online platform
for artists facing disabling barriers by digital tools.
Both artists reported their disappointment in the lack of accessibility and usability
of on-line sharing tools. They both felt that the potential reach and audience for
their artwork was limited because it was overly laborious for them to use. For Gina
the amount of mouse clicking and dexterity manipulation required to navigate most
applications taxed both her physical and mental resources to accomplish event ‘small
tasks’. For example, the Prezi application met her technological needs but did not
offer much in alternatives to its graphical interface navigation. Lisa has often found
that most software and applications do not work well with screen readers. At the
start of the presentation she had trouble accessing the play button on Prezi. She
had practised with Prezi and knew it often took a couple of attempts to engage the
play button. For the live event, after three failed attempts she finally asked the
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researcher to press the start button for her.
3.8.4 Reflecting on the Pilot
This pilot was an opportunity for the researcher to gain experience deploying the
participatory design methodology. The researcher gained hands-on experience in
the challenging balance of openness/agency with the participants and providing the
rigour needed in research.
In this pilot, we worked with two highly technological savvy artists and explored the
barriers they face due to the limitations of commercial and open source applications
to support their respective disabilities. This work lays the foundation for the work
in the following case studies with older people. The older people may have similar
issues with dexterity and vision. However, our target group does not have the
depth of digital technology knowledge. This pilot demonstrated that participatory
design methods would support our next studies evaluating older people using digital
technology.
3.9 Summary
In this chapter, we have provided an overview of our research methodology which is
underpinned by participatory design with a community-based focus. Participatory
design provided a set of commitments and methods to involve people in the research
process, and move beyond the dominant narrative of efficiency and productivity
to make sure the outcomes are relevant to the community. We have explained
our rationale for choosing our two communities of the day centre and GoodGym.
The long term embedded work with each community allowed us to build reciprocal
relationships and for the participants to pace the evolution and progression of their
ideas. We ran a small pilot to familiarise ourselves with the participatory design
process before running our main studies. We chose thematic analysis to analyse the
data produced in the studies, as it balances accessibility and rigour in the analysis
of rich, diverse data.
Chapter 4
Day Centre Computer Course
4.1 Introduction
In the previous chapter, we discussed our methodological approach for applying
participatory design in a community-based context. The overall aim of this PhD
research was to use participatory design as a way to expand the design space and
understanding of older people’s engagement with digital tools. Through this work
to we aim to help move the HCI focus beyond the digital device to the real world
contexts that may influence older people’s ability to engage with digital technolo-
gies. Within this overall goal, we present our case study with a day centre that
provides computer training for older people. We explored influences that impact
older student’s experience in a day centre’s computer course and their engagement
with digital devices. We present our findings as a set of identified themes: perceived
ownership; perceived trust; reliable support; and emerging independence.
Through this case study, we investigated the realities of older people learning to use
computers to answer our research questions for a computer day centre:
• What can ageing in HCI learn about engaging older people with digital tools
in community-based organisations?
• Does embedded engagement add value to the community-based participatory
design process?
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4.1.1 Why we chose this day centre
As we discussed in the literature review, there has been much work done in looking
at technology training centres for older people. The reoccurring issues that are cited
to be barriers are limited digital literacy skills, cultural disconnection, lack of access,
and lack of perceived benefit (Dumrongsiri, 2008; Goodman and Lundell, 2005; Han-
son, 2010). Selwyn (2004) and Shearman (1999) discussed that governments and
research tend to point to institutions such as libraries, museums, and colleges as
resources for computer training for digitally marginalized citizens. Selwyn et al.
(2003)’s critique is that these sites assumes that older people have the mobility, ac-
cessibility, awareness and the motivation to attend training at these types of venues.
Shearman (1999) challenges the assumption that just because these sites are physi-
cally located in an community that they are by default engaged with the community.
Selwyn brings forward Shearman (1999)’s proposal that effective technology engage-
ment for older people ‘should either be locally owned or deeply involved in be the
local community’ (Selwyn, 2004).
The day centre was of interest because it sits between the notion of being locally
owned and deeply involved. However, the day centre is owned and operated by a
larger institution. On the ground, it is a communal place for the older people of
the neighbourhood to gather. There are formal services such as meals, programmes
and events. However, it is also a place where ad-hoc and self-formed groups gather
around interests in games and socialising. Like most community-based organisations
the day centre has staff that dedicated to run the essential services of meals and care.
Other activities such as the computer training course are add-on responsibilities on
top of existing duties for administrative staff. The day centre reflects some of the
challenges for community-based organisation described by DiSalvo et al. (2012). The
day centre has limited funds, administrative staff with competing responsibilities
and a reliance on volunteers to run non-essential programs. Working with this day
centre provided the opportunity to explore computer training in a community-based
organisation in depth through participatory design.
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4.2 Background: The Day Centre
We present the main components of the day centre’s computer training. We outline
the origins, staffing, session structure and ethical considerations. The centre offers
core services such as meals, services and therapeutic resources. Social services such
as exercise classes, game sessions and the computer classes are considered ancillary.
For the staff, administering the social services are secondary to the core services
of meals and therapy. The computer training classes are one of these secondary
services that are supported by part-time staffing and volunteers.
4.2.1 Computer Training Staff Support
The day centre computer training support consists of paid staff at the local day cen-
tre. For computer maintenance and support there is one technology technician from
the organisation that supports all the local day centres. The dedicated technology
support for the day centres computer training classes is minimal.
The role of Technology Manager is performed part-time by a full-time day center
staff member. Technology management is just one of their many responsibilities
managing the day centre. They are on site on average once a month and mainly
communicate with the ‘Technology Educator’ (computer tutor) through email. The
day-to-day operations of the computer classes are delegated to the Technology Ed-
ucator.
The Technology Educator (TechEd) is a part-time contract position specifically for
running and teaching the computer classes. They are not involved in any of the
other day centre operations. Their responsibilities include curriculum development,
recruiting older students, recruiting and training volunteers. They are dependent
on volunteers for assistance in teaching the computer classes, otherwise they teach
the classes alone.
The Technology Technician is a single individual who provides technical support for
all the organisation’s local day centres. They are responsible for maintaining the
computers, printers, Internet connection and responding to any reported issues.
The Tutor Volunteers are individual who are recruited by the Technology Educator
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and/or the Technology Manager. They are vetted through CRB checks and once
passed are allowed to assist with the computer training classes. Their engagement
and commitment is dependent on each individual.
4.2.2 The Computer Class Structure
The computer training programme is open to all patrons of the day center who are
65 years or older. The computer classes are two hour sessions offered three days a
week. The computer classes are offered as a series of weekly sessions in six-week
blocks. The attendees only pay for the classes they actually attend at the cost of
£1 per class. They are not charged for missed sessions. The classes are limited
to a maximum of six participants per session as this is the maximum number of
attendees the TechEd can handle on their own without volunteer support.
Figure 4.1: Layout of the technology training center within the day centre.
The computers provided by the day centre are second-hand equipment donated
by other organisations. The computers and Internet access were set up by the
organisation’s technology technician. The classes are held in the corner of an open
multi-purpose common room (see Figure 4.1). The classes’ core area resources are
six computers and a printer on two banquet tables against the wall. Each table
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supports three computers. The computer set up consists of flat screen monitors,
tower computers running Windows 7, standard EU keyboards and wired mice. These
computers use Ethernet cables to connect to the day centre’s internet.
For laptop students, there is a round table with four chairs by the two banquet
tables of computers. A four plug extension cord is made available during classes to
power their laptops. Laptop students are expected to be able to connect to the day
centre’s wireless network.
4.3 Study Structure
In this study we applied Spinuzzi (2005)’s participatory methodology. We start
with the exploration phase with the researcher taking on an observer/participant
role. Through the exploration phase we learned the lay of the land and identified
issues that may influence the fluctuating engagement and motivation by the older
students. In the discovery phase, we worked with the administration to change
the course from a task-based to an interest-led approach. For prototyping phase,
we implemented the interest-led approach and observed any changes in engagement
and/or motivation. Finally, we present our findings through the themes of perceived
ownership, perceived trust, reliable support and emerging independence.
4.3.1 Role of the Researcher
The researcher acted as a participant/observer taking on an active role within the
community to document and understand the organisation (Atkinson et al., 1994;
DeWalt and DeWalt, 2010; Poltrock and Grudin, 1994). For participant/observation
work a full team approach is recommended. However, it was appropriate to use a
single researcher approach, given the small nature of the study (Mack et al., 2005)
provides guidelines for single researchers which we followed.
In particular the researcher was the only one available to consistently attend the
volunteer sessions. The sessions were small and held in a shared space where addi-
tional team members and documentation devices would change the atmosphere and
behaviour of the occupants.
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The researcher was embedded in the community as a volunteer tutor for two com-
puter sessions a week from November 2011 to April 2012. In the volunteer tutor
role, the researcher was able to both experience and observe the computer classes
with the older people. Through this role we were interested in engaging with the
community as an active member as well as a researcher. Taking on an embedded
role enriched our understanding of the learning environment.
Table 4.1: Timeline of Day Centre Study
November 2011 - April 2012
Exploration Discovery Prototyping








4.3.2 Older People as Student Participants
The computer sessions were attended by older people who lived independently off-
site from the day centre in their own flats. The older people arranged their own
transportation to attend the computer classes. Over the course of the sessions, we
worked with a total of nine students at least once during the six-month study. Six
of the students brought their own laptop and three used the day centre’s computers.
Four regularly attended the weekly sessions over the six months. Whilst others con-
tributed, these four engaged students formed the basis for the analysis and outcomes
of the study.
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Table 4.2: Study Participants Demographics and Drop-In Attendance
ID Age Sex Own laptop Attendance
Kyle 80s Male Yes 6 days
Kevin 70s Male Yes 6 days
Brenda 60s Female No 2 days
Martha 60s Female No 2 days
Cliff 70s Male Yes 2 days
Shauna 70s Female Yes 1 days
Linda 60s Female Yes 1 days
Note the names of the participants are pseudonyms. No real names are used.
4.3.3 Ethical Considerations
The university’s ethics approval process was followed and approval awarded for the
study. People over the age of 60 are officially classed as older people and are con-
sidered a vulnerable demographic by the ethics committee. The day centre required
that the researcher provide an approved Criminal Records Bureau (CRB) check no
older than 12 months. The researcher undertook and passed a CRB check for ap-
proval to work with vulnerable people. The researcher was never left alone with the
students. In accordance with the day centre policy there was always a staff member
present with the volunteer researcher during the computer sessions.
4.3.3.1 Documentation Limitations
Due to ethical considerations of the day centre we were only allowed to take field
notes for our data capture. The day centre’s computer classes took place in a open
mixed use space. While audio, image and video recordings, would have been the
preferred method for data capture it was not feasible in the day centre.
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The computers were in the corner of an open common room of the day centre. This
meant that, even with the consent of the computer class students, using a still or
video camera could potentially infringe on the privacy rights of the other patrons in
the space. Audio recording had the same issues potentially capturing conversations
by other patrons in the shared space. The day centre required that the researcher
refrain from using image or audio recording to ensure that their privacy policy in
relation to all their patrons was not compromised. We therefore used observational
field notes to document the work.
4.4 The Exploration Phase
The exploration phase of the participatory design process is an opportunity for
the researcher to gain an understanding of the community, it’s members and the
environment. It is through the exploration phase the researcher identifies potential
issues to carry forward with the community to the discovery phase. Our exploratory
phase was conducted over four weeks from November 2011 to December 2011 and
comprised of six computer class sessions. The researcher was embedded into the
community as a volunteer tutor as participant/observer. In this role, the researcher
was able to work with the older students attending the classes. Through this role
the researcher gained insight to the whole process from recruiting potential students
to sustaining engagement with the computer classes.
4.4.1 Recruitment to the program
The day centre’s aim was to recruit older people from their local service area to
participate in their computer classes. At the time of this study, they advertised the
computer classes on their website and through flyers posted on-site in their facility.
The TechEd reported that very little interest was generated by the website and/or
flyers. As we stated earlier the computer sessions take place in a mixed use space at
the day centre. The other patrons in the shared space came in for meals, and social
events where they are in the presence of bulletin board postings, the computer sta-
tions and in the vicinity when classes were being held. However, we never observed
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any peripheral patrons inquiring about the computer classes or expressing interest
when the classes were in session.
The TechEd took on the active role of recruitment for the computer training. She
worked with the day centre staff to identify patrons who may be interested in taking
computer training. She had a list of the older people who use the day centre and who
had expressed interested in being notified about activities at the centre. She calls
people who have expressed interest to encourage them to register for the computer
classes. If the older person responds favourably they are scheduled to come in for
an orientation/assessment session.
4.4.2 Orientation
At the orientation session, the TechEd evaluates the older person on two levels: 1)
their current computer literary and skills and 2) their interest and motivation for
registering for the computer class. The orientation of the older person occurs either
before or after a regularly scheduled computer class. The computer skills evaluation
is conducted using the day centre’s questionnaire that inquires about issues ranging
from their basic keyboarding experience to any experience or interest regarding
internet usage or social networking experience. At the end of the orientation session,
the TechEd and the older person determine which weekly session they will attend.
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Figure 4.2: Course structure slide from day centre’s IT training guide for the TechEd.
Source: Day Centre’s IT training guide
4.4.3 The Curriculum
While the person’s interests were asked about during the orientation, the curriculum
for the computer classes was task-based and identical process for each new student.
They started with learning keyboarding skills through the use of Microsoft Word.
Word processing was taught through a series of ‘tasks’ where they are given sample
documents such as fliers. The goal of the tasks are for the student to become familiar
with the mouse and keyboard. In MS Word, they were to become familiar with
copying and editing text. After the student has first completed the technical tasks
and demonstrated their skills, they are offered other skills learning opportunities
such as photo editing, emailing and/or social networking.
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Figure 4.3: The IT guide on introducing keyboard and mouse functions to new
students.
Source: Day Centre’s IT training guide
4.4.4 Conducting an Exploration of the Computer Classes
In the role as a volunteer tutor over the initial four exploration weeks, the researcher
assisted with orientations, core skills instruction as well as working with students
who were more independent learners. These two-hour sessions had four dedicated
weekly attendees. The remaining students were occasional or one-time only atten-
dees.
We recorded observations and experiences from each of the six sessions through field
notes (Mack et al., 2005; Pascoe et al., 2000). The observational notes were taken
after each session. The observational field note form is used in two phases. The first
phase is to capture initial observations and experiences right after the session. The
second phase is to revisit the notes no less than 48 hours later to expand on the
preliminary notes (Mack et al., 2005).
The observation notes were analysed using thematic analysis. (Fereday and Muir-
Cochrane, 2008) Through an iterative process, notes were coded then grouped into
overarching themes. The themes were further evaluated on the both the grounded-
ness of the data supporting the themes. The sub-themes were refined into those with
strongest supporting data. These strong sub-themes were grouped under overarch-
ing themes that emerged from the sub-themes. These themes were used to frame
the discussion in the discovery phase.
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4.4.5 Exploration Themes that Emerged
Out of our exploration work emerged the main themes of persistent usability chal-
lenges, lack of trust and interest-led tasks. We will discuss these themes in regards
to the students’ relationships with the hardware, data, and their motivations for
taking the course.
Table 4.3: Exploration Phase: Themes with supporting sub-themes
Persistent Usability Challenges Lack of Trust Interest-Led Tasks
Input devices Loss of data interest-led
Interface readability Vulnerable data Sharing photos/video
4.4.5.1 Theme: Persistent Usability Challenges








and still an issue.
Interface readability Observed that interface
barriers related to text




and still an issue.
This theme reveals challenges the students experience in the computer class and their
relationship with their computers. This theme aligns with the well-documented
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issues of the usability of digital tools and older people (Charness and Bosman,
1990; Hamano and Nishiuchi, 2013; NIELSEN, 2013; Rogers et al., 2005b; Sayago
et al., 2013; Struve and Wandke, 2009; Wilkowska and Ziefle, 2009). Despite the
hardware barriers being flagged up in the literature over the decades, they still
persist today. We highlight usability issues that are still a challenge for older people
using traditional desktop/laptop computers.
Table 4.5: Observed: Device usability challenges with references from literature














The usability issues for older people regarding input by keyboards and the mouse
that have been previously documented we also observed in the training classes. We
witnessed the older students using hunting and pecking for keyboard input or two
hands for managing trackpads with buttons.
The keyboard
Our observations mirrors the literature documentation that QWERTY keyboard
presents challenges for older people in the context of usage and learning along with
hand dexterity (Carpenter and Buday, 2007; Czaja et al., 1993; Leavengood, 2001;
Sayago and Blat, 2009). The issues with the keyboard has been reported in previous
work regarding computer usage with older people. In this case study we observed
that the students were unfamiliar with the QWERTY layout. They used the hunt
and peck method to input text into the computers (CLARK, 2002).
Student Brenda (60s) was learning to use Facebook and needed to name an untitled
photo album. The process for her input was to use both hands and each pointer
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finger to input the new album name.
Researcher: We have a couple of things to do. Look at the top of the
screen do you see where it says untitled album?
Brenda: Yes.
Researcher: Click on it and we can edit the name.
Brenda: OK.
{Uses her right hand and with the mouse navigates to untitled album
field.}
Researcher: Now type what you want to name the album. This is like
putting a label on a physical photo album.
Brenda: OK. I want to call it Orange Cake.
Brenda: {She looks down at the keyboard and using both pointer fingers
and hunt and peeks out the name. She looks up at the end to see if
correct.}
Source: cc-fn-02-114 (Appendix A)
Notation Key:
No Notation: representative of what was said
{}: description of action
( ): establish context
[ ]: changes for clarity and/or anonymity
The mouse
For mouse we observed that for some students there was deliberate work involved in
navigation. Our observations were similar to the issues documented in the literature
(Rogers et al., 2005b). We observed deliberate use such as repositioning the physical
mouse each time they used it. In particular, Kyle was observed to physically ‘reset’
his mouse each time he took hand off it and then re-engaged. This created physical
work to go with the mental work of navigating the interface.
Researcher: We need to use the mouse.
Kyle: {He looks at screen and then down at the mouse. With his right
hand he picks up mouse off the table and moves closer to laptop before
he begins to navigate on the screen.}
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Source: cc-fn-04-41
Interface Visibility
The input physical work of the mouse and keyboard was observed in conjunction
with the readability issues of the Windows interface. All the students used some
version of the Windows Operation System (Windows Vista, Windows 7, or Windows
Starter). Our observations regarding the Windows interface mirrored previous work
on interface considerations and older people (Charness et al., 2001; Williams et al.,
2013).
Readability of icon and type size
The Windows interface default type and icon size was observed to be another chal-
lenge the older students. The students were observed leaning forward with their
faces very close to the screen. The researcher worked with the students to suggest
adjustments to text and icon sizes. The students often were resistant to the sug-
gestions of change. It often took some encouragement before the students would be
willing to try new changes to the interface.
Brenda found the standard size text hard to read. We worked together to find the
optimal size.
{She clicks on the photos links.}
Researcher: Is it hard to see the blue text against the white background?
Brenda: It is not the color. It is the size and there are so many other
things.
Researcher: We could make the text bigger.
Brenda: No. It is Ok.
Researcher: All we have to do is click the control button and the + sign.
I will do it and you can see if you like it.
{I press the control with pointer finger of left hand and use right hand
to press the +. I press once.}
See how the text is a bit bigger. I will press + sign again.
Brenda: Oh that is nice. How do you do that?
Source: cc-fn-02-103 (Appendix A)
We highlight here some of the challenges that older people still face when learning
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to use traditional computer hardware and the default OS interface. We describe the
work the student put into navigating with a mouse. We demonstrated the initial
resistance students may have to changes such as type sizes that may ultimately
benefit them.
4.4.5.2 Theme: Lack of Trust
Table 4.6: Lack of Trust Theme, Sub-Themes, and Implications
Theme Sub-Themes Implications
Lack of Trust
Loss of Data Observed that
concerned about losing
data and diligent in
backing up on external
hard drives.
Vulnerable Data Observed that aware of
potential vulnerabilities
of having their data
shared on the internet




The older students were observed to have a lack of trust with respect to their data.
The two main concerns expressed were either losing their data or the exposure of
their data. In the exploratory phase this was observed around the areas of photo
storage, social media sharing and online purchasing.
Losing Data
In the first session with Kyle, his concern was that he had deleted digital photos
from his laptop when he had pressed the Escape key. Prior to coming to the session,
he had been transferring the photos from his SD card on to his laptop. At some
point in the process he pressed the ESC key. After the transfer process, he reported
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he could not find the photos. He started the session reporting his concern he had
deleted his photos with the ESC key.
Kyle: I copied the pictures from this SD card to the computer. I acci-
dentally hit the ESC key and I think that deleted photos. I can’t find
them on the computer. It is OK because they are still on my SD card.
I save all my SD cards for backup.
Source: cc-fn-01-87 (Appendix A)
The researcher asked Kyle if he would like to look for his photos on the laptop as
they might not have been deleted. He indicated he would like to find them. Kyle
typically used the Windows Gallery to view the photos he transfered to his laptop.
The researcher guided Kyle while he navigated the interface. We found that the
photos had been transferred to the laptop. However, they had not been recognised
and displayed in the Windows Gallery as Kyle expected. The researcher guided
Kyle on adding the photos to the Windows Gallery. Kyle was pleased to have the
photos available in the Windows Gallery. However, he remained convinced that the
ESC key had deleted them and reported he would be careful of pressing it in the
future.
Kyle: Oh Look. There they are.
Researcher: Yes, they just weren’t in the photo gallery.
Kyle: Now I know to stay away from the ESC key.
Researcher: I understand how you feel about losing your photos. But
ESC did not delete them. It is useful for other things.
Source: cc-fn-01-107 (Appendix A)
Kyle had been worried that his photos had been deleted from the laptop. However,
he did not express concern that the process had deleted the photos from the SD
card. He view his SD cards as a trusted storage source.
Kyle: It is OK because they are still on my SD card. I save all my SD
cards for backup. {He shows [the researcher] his case with three other
SD Cards.}
Source: cc-fn-01-30 (Appendix A)
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Kyle would buy a new SD card when he filled up an existing SD card. He did not
delete and reuse his SD cards. He viewed the laptop as a backup for his SD cards.
He transferred his photos to his laptop to back them up. He viewed the SD card as
the primary storage for his photos.
Vulnerable Data
With students Kevin and Brenda, we observed a concern over their data being
exposed beyond their control. Kevin’s experience was through planning a trip and
online purchasing. Brenda’s experience was through sharing a photo with her niece
on Facebook.
Kevin was planning a trip where he wanted to pre-book an Alcatraz boat tour. He
had the paper brochure which included the website address. He was interested in
going to the website to review available dates. However, he did not want to purchase
online as he did not trust putting his information ‘out there’.
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Figure 4.4: Brochure for Alcatraz tour dates with web address.
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Figure 4.5: Website for searching and purchasing tickets for Alcatraz tour.
Kevin reviewed the dates and contemplated purchasing the tickets online instead
of calling later. However, in reviewing the purchasing procedure, the site stated
customers were to print their tickets and bring the printed tickets to tour. The
printing requirements put the burden on him. He had to print the tickets. The day
centre’s printer did not work.
Kevin: It says that tickets sell out in advance and to print at home. I
don’t think I can print here.
Researcher: I am fairly confident that the tickets will be emailed to you.
You can print them later when you have access to a printer. If you buy
it now it doesn’t mean you have to print it right away.
Kevin: OK. But then I have to keep up with them. What if I forget
them. I just don’t want to lose money. Or buy them twice.
Source: cc-fn-05-08 (Appendix A)
Kevin was already uncertain about purchasing online. On the surface, purchasing
the tickets online seemed more convenient then calling across several time zones.
The responsibility of having to print and carry with the tickets on his travels were
an added stress. He was also afraid that he would be lose money if he could not
print the tickets. If he ended up having to call to confirm or get the company to
print the tickets for him, then where was the convenience? In the end, he made
notes of the dates and decided he would call and book over the phone a familiar
procedure.
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Brenda had just setup a Facebook account and wanted to learn how to share a photo
with her niece. The researcher guided her through the process of uploading the photo
to Facebook. When it came time to share the photo, the researcher observed that
she was not aware of the different ways you can communicate on Facebook. The
researcher kept it simple. We explained that ‘The Wall’ was a public forum for
sharing, similar to a bulletin board in a public venue. Messages were for direct
communication with individuals similar to emailing and/or sending a letter. Brenda
did not want to share the photo publicly.
Brenda: The wall is all the stuff that comes up when you log in.
Researcher: That is right. You can post on your wall and your niece can
see it. So will anyone else who can view your wall. Or you can send her
a message and only she will get the message and the photo.
Brenda: Let’s do the message. I don’t want everyone to see my stuff. I
try not to post on wall. It is too insecure and I am not sure who can see
it.
Source: cc-fn-02-117 (Appendix A)
Both Kevin and Brenda were observed being concerned with putting information on
the Internet. Kevin was concerned with entering private data for online purchasing.
Brenda was concerned with controlling who could access her photos. This lack
of trust may also be tied to concern of a perceived loss of control. Here we see
how communication creates a culture gap where online services do not support or
replicate the trust of their preferred tools of phone or face to face (Lüders and
Brandtzæg, 2014).
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4.4.5.3 Theme: Interest-Led Tasks
Table 4.7: Interest-led Tasks Theme, Sub-Themes, and Implications
Theme Sub-Themes Implications





The standard structure of the computer course had each student start their learning
with Microsoft Word (MS Word). Through MS Word they were to become familiar
with basic tools such as the keyboard and mouse. They were to learn basic skills
such as formatting, and editing text. The TechEd had assignments prepared for the
students. These assignments were items such as giving the student a flyer with text
and images. The student’s goal was to recreate the flyer.
TechEd: The students who join typically have not used a computer be-
fore. Often they have not used a keyboard before either. We use exercises
such as creating flyers and letters in [MS] Word. It is to get them famil-
iar with the keyboard, and editing text and images.
Source: cc-fn-04-03
Brenda was example of a student who was oscillating between doing the work as-
signed by the TechEd and engaging in activities that interested her such as Facebook.
When the researcher first approached Brenda she was looking at her assignment files
on the day centre’s desktop computer. She was looking for the photo that she wanted
to post on Facebook. The researcher inquired about her assignment documents.
Researcher: What are these files?
Brenda: Most of these are my assignments.
Researcher: What type of assignments have you done?
Brenda: [TechEd] gives us assignments to practice our skills. These files
are mainly from my work in [MS] Word.
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Source: cc-fn-02-10 (Appendix A)
During the exploration phase the researcher worked predominately with two students
who were using their own laptops. This was because these students were the ones
that attended the sessions on a regular basis. These students tended to create their
own agenda for the sessions. Kyle had his interest in photos. Kevin had his interest
in downloading videos.
Brenda and the other students who used the centre’s desktop computers were less
consistent in their attendance. Theses students also tended to be given assignments
to ‘work on’ during the session.
(There are two students, one female and one male, sitting at the desktop
computers in the lab.)
(The TechEd is sitting between them.)
(They have MS Word on their computer screens.)
(Each of student has a paper handout next to them with text and im-
ages.)
{They look back and forth between the paper and the screen. }
{They are typing on the keyboards in a hunt and peck style.}
(The TechEd guides them through using the MS Word to recreate the
printout.)
Source: cc-fn-03-01 (Appendix A)
Over time the researcher became aware of the different experiences the students were
having in the sessions. Kevin and Kyle were learning through topics that interested
them. The students that we observed at the desktop computers mainly worked on
assignments given by the TechEd.
(Kyle is standing at the round table with his bag in the chair. He is
getting the laptop out of the bag. He is talking about the new photos
he has taken.)
(The TechEd is sitting at the desktop computer station. She has two
students on each side of her.)
(On the TechEd’s left is Brenda at the computer closest the window,
‘Brenda’s station’. )
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(On the TechEd’s right is an older man who the researcher has not seen
before.)
(Both students each have paper handouts beside them at the computer.
They have MS Word open and are working on the computer.)
Source: cc-fn-04-02
The TechEd had said that the goal of assignments was for orientation and learning
the basic skills. We wondered if more students were like Brenda. They were following
the assignment structure but had other interests they were having to wait to learn.
We also considered if the assignment focused structure influenced the inconsistent
attendance of these students. Where as Kyle and Kevin were more consistent in
their attendance.
The students we were working with did not do the assignments. They were learning
what interested them. We wondered if the desktop students were really interested
in the assignments and/or skills or were just following the program. We discussed
this with the administration in the discovery phase.
4.4.6 Summary of Exploratory Phase
Three themes emerged that are of importance to our ongoing research. Through
persistent usability challenges we observed well-documented issues with input de-
vices and interface design that are still unresolved (Sayago et al., 2013; Vines et al.,
2015). The students demonstrated a savviness through their lack of trust. They
understood that any data online was potentially vulnerable to other parties gaining
access their information. They also understand the need for redundancy as data
could be lost and/or corrupted. The students had their own individual back-up
practices. For interest-led tasks, we observed two types of engagement among the
students. The laptop students came the sessions with their own agenda of what they
wanted to accomplish (photos, videos, searching for trips). The desktop students
were observed following TechEd’s prescribed tasks. We discussed theses themes with
the the TechEd in the discovery phase.
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4.5 Discovery Phase
The discovery phase was conducted with the TechEd to review and discuss our
observations. We reviewed the three themes of persistent usability challenges, lack
of trust and interest-led tasks.
Ideally, for this phase we would have had a workshop with the administration and the
students. We found our situation to similar to those working in community-based
organisations that are understaffed and dependent on volunteers (Heitlinger, 2015).
It is a challenge to facilitate consistent involvement throughout the participatory
process (DiSalvo et al., 2012; Heitlinger et al., 2013). The attendance at the sessions
was consistent for only a few of the students. The students were not interested in
‘additional work’ outside of the sessions. The Technology Manager, said that due
to his travel schedule he could not commit to a meeting. The Technology Manager
saw his role as making sure there were resources for the classes to run. The on the
ground work was the domain of the TechEd. The TechEd was part-time and had
to balance her time with other work commitments. The final agreement was that
the TechEd and the researcher would meet for an hour before one the sessions to
discuss the next steps.
The first two themes of usability and trust were addressed. The TechEd agreed with
the usability issues regarding the hardware and interface. The computer programme
had a small budget that mainly covered their salary. The equipment was donated
by other organisations. There was little control over what type of equipment they
received and when. There was discussion of how to handle the existing situation
such as if a student had difficulty with double clicking.
TechEd: “It depends on the student. If they want to get the double
click to work, then I focus on that. If they get frustrated then I try the
menus”.
Researcher: “What if they are frustrated with both”?
TechEd: “Then they get me to do it for them. I know... But most of
the time it is just me running the class”.
Source: cc-int-01-14
The TechEd decided that she did not have the capacity to address the hardware and
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interfaces issues. She was resistant to the idea of introducing bespoke or augmen-
tations to the existing devices. As the centre did not have the capacity to maintain
such changes in the long-term. Also, she worried about frustrating the students
further. She was already working on trying to build up a consistent attendance.
Having new experimental devices that either added to the confusion or do not work
concerned her. Respecting her situation and what was best for supporting the stu-
dents, the researcher agreed to that this environment may not be best for trying
augmented devices.
Researcher: “What about trying augmented hardware inputs or inter-
face”?
TechEd: “I don’t know. What would that look like”?
Researcher: “I could bring in different types of input hardware that
might be easier”.
TechEd: “But what happens after? Would there be enough of every
station? Would it work with what we have”?
Researcher: “I have to figure that out”.
TechEd: “I don’t want anything that causes more work for me. And
who gets to use the equipment”?
Researcher: “That is a good point”.
TechEd: “I am trying to get more people interested in coming and stay-
ing with the classes. What if these confuse them more or frustrates
them”?
Source: cc-int-01-21
Regarding the lack of trust, we discussed that the students were savvy in their
understanding of potential vulnerabilities of their data. The students that did choose
to engage with social media were concerned and careful about what they shared and
who they shared it with. The TechEd revealed that the students who attended
regularly would trust her with their passwords and other information.
Researcher: “I understand that they are hesitant and concerned about
where their data goes. Such as who sees their photos or purchases”.
TechEd: “Yeah. Brenda is trying Facebook to connect with her niece.
But worried about people finding her information. Actually, some of
them depend on me the remember their passwords”.
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Researcher: “I see the ones I work with write them down in notebooks”.
TechEd: “I have been here almost a year. The steadies start to rely on
me to remember”.
Source: cc-int-01-53
The students also demonstrated they understood the need for backing up their
data. Kyle used his SD cards as his primary storage. His laptop was the secondary
sources. His experience with thinking he deleted the photos with the ESC key stayed
with him. He did still held onto the idea that the photos had been deleted. We
turned the conversation to lack of trust that occurs from negative experiences with
computers. The TechEd and researcher both had experiences of students who had
real or perceived negative experiences.
TechEd: “I generally encounter it when they have saved a file to a dif-
ferent location. It takes awhile for them to come around that it wasn’t
deleted. Or when an email is saved as draft and not sent”.
Researcher: “How could we support resetting negative experiences”?
TechEd: “I find that they have to find their own way. I let them develop
their own system. I used to try to explain the technical. That did not
seem to help. Maybe as long as they find their way to work it”.
Source: cc-int-01-71
The TechEd and researcher agreed they would keep exploring ways to overcome
negative experiences and perceptions, whether created by the system or by the
student.
The discussion of file saving led to task-based approach some of the students were
engaged with. The researcher worked with Kyle and Kevin who were following
interest-led tasks. When all the students start, the TechEd presentes the task-based
curriculum with the assignments that start them off in MS Word. Some students
do the tasks and others begin to work independently. The TechEd said that the
laptop students tended to be more independent in their work than those that used
the desktops.
The skills evaluation form is completed with a new older person when they sign up
for the computer class. The intention of the form is to provide the TechEd with
an understanding of their skill level with computers. On the skills evaluation form
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there is a question regarding what motivated them to register for the computer class.
The response to this questions can range from vague “to use computers” to specific
goals around photography, video, emailing or social networking.
Researcher: “I noticed that some students work on exercises and some
like Kyle and Kevin work on their own thing”.
TechEd: “I start everyone off with the exercises. Some stop after awhile.
The laptop users tend to do their own thing”.
Source: cc-int-01-98
The disconnect between inquiring about an individuals motivation to attend the
computer class and then apply the same tasks to all older people was discussed.
The curriculum started everyone with using Microsoft Word and making flyers. The
TechEd’s aim was to introduce the older people to using the computer equipment.
It was discussed why word processing was chosen as the introduction to using com-
puters.
TechEd: “It depends on what they want to do. It could be email, Face-
book, photos”.
Researcher: “Is there a reason they can’t just start with one of those”?
TechEd: “The assignments are part of the structure that was done be-
fore I came”.
Researcher: “Is there a reason you can’t change how the class runs”?
TechEd: “Yes... we can try that. I will have to see how it goes sup-
porting people with different activities. I don’t always have help in the
sessions”.
Source: cc-int-01-114
There was the proposal to change from following the existing task-based structure
to supporting the older person’s motivation/interests for attending the computer
class. Whether a student wants to learn photo/editing or email/social networking,
they will need to develop the same navigation and editing skills. However, they may
be more engaged if they are able to learn in the context of their interests.
At the end of the discovery session, it was decided that we would pilot an interest-
based tasks approach to the sessions. This new approach would be offered when
the student return to the training sessions in January 2012. Next we present the
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prototyping phase with the implementation interest-based tasks.
4.6 Prototype Phase
From January 2012 to April 2012 we explored applying interested-based tasks to
the day centre computer classes. We redesigned the evaluation form for new stu-
dents with a more interest-based focus. Predominately, we focused on supporting
the existing students in engaging in digital activities that supported their original
motivation for attending the computer training course.
4.6.1 Redesign of evaluation form
The original evaluation form had one question that asked what motivated the older
person to register for the computer class.
What motivated you to register for this computer module?
The updated orientation form retained the original motivation question. Then added
three additional questions to learn more about the prospective student’s interest and
priorities in learning to use a computer. The added questions were as follows:
The aim was to get the older person to think about their own interest and lifestyle
independent from the computer.
• List three interests that your pursue in your everyday life? (hobbies, social,
talents, etc..)
Then encourage them to consider how a computer could support them in their
interests and/or lifestyle.
• Do you see using a computer as a way to further support any of these interests?
If so which ones?
Finally, seed the idea of being an independent user and a sense of ownership in their
computer usage.
• After four sessions, what do you want to be able to accomplish on the computer
on your own?
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The evaluation form was administered in-person as a one-to-one session between the
TechEd and the prospective students. The person can ask questions if they need
further clarity. The TechEd can provide prompts. If the individual prefers not to
write the TechEd can fill in the form with the verbal answers.
4.6.2 Interest-based tasks
The interested-based tasks consisted of focusing on supporting the students in their
motivation and/or interests that prompted them to sign up for the computer train-
ing. The interests ranged from video/photo editing, Facebook, emailing, and ge-
nealogy.
• Kyle expressed interest in photo editing and emailing.
• Kevin expressed interest in learning about video editing.
• Brenda expressed interest in learning how to use Facebook.
• Cliff: expressed interest in his family’s ancestry.
• Linda expressed interest in being more comfortable with email.
• Martha: expressed interest in DVD burning.
• Shauna expressed interest in word processing.
By the end of the prototyping phase, we observed that while the interest-based
tasks did increase engagement with all the students there was a divide in comfort
and ownership in digital usage. We observed that Kevin and Linda demonstrated
increased comfort with using the computer and exploring other functionalities and
features. Kyle and Brenda did demonstrate an increase their engagement with their
computers during the computer sessions. However, they continued to struggle with
retaining information across computer sessions. Kyle and Shauna did not explore
other features and functionalities beyond their immediate interests or needs. Next
we present our findings across all three phases.
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4.7 Findings



















In this section we describe the findings from the thematic analysis of the data from
all the phases of the participatory process. We analysed all the data in regards to
our research questions to uncover possible influences that may encourage or deter
the students engaging in their interested-based tasks. The resulting themes and
sub-themes are the ones most relevant to our research questions. We discuss how
these themes could inform our future work with engaging older people with digital
technology, as well as broadening our understanding of ageing HCI research through
community-based participatory design. In this analysis, there are interconnections
and overlaps among the themes.
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4.7.1 Perceived Ownership





Those who were given
used devices by family
and friends did not




The day centre lack the
resources to properly
support the classes and
unclear who owned the
responsibility among
the distributed tasks.
We found indicators around the students’ and the administration’s perception of
ownership. The students tended to have conflicting perceptions of their ownership
and control of the hardware they used whether is was a day centre computer or their
own laptop. The administration lacked agreement among the staff regarding roles
of responsibility in running the course.
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Shauna Shared (niece) N/A
Kyle, Kevin, Linda, Cliff, and Shauna were all laptop users. Kevin was the only
student who had purchased his laptop. All the other students acquired their laptops
from friends or family (Damant and Knapp, 2015). In Shauna’s case, the laptop
was one her niece shared with her. Brenda did not have a laptop but had a desktop
computer at home. We observed varying degrees of ownership over their hardware.
Shauna expressed less sense of control or ownership over engaging with the laptop
Shauna: I share this laptop with my niece. Every time I open it after
she uses it. Something new pop ups.
(She is referring to a Facebook login screen)
Source: cc-fn-07-06
Kyle obtained his laptop from a neighbour when they got a new one. He was
concerned about ‘breaking it’ and tends not to use it at home. He was currently
dealing with the issue of his broken DVD player on his TV. He had accidentally put
the DVD in backwards and now it won’t come out. He called Curry’s and they will
come fix it for a charge. He is not sure if he wants to pay for them to come out. He
is worried they will charge him to tell him they can’t fix it and he should to buy a
new TV.
He has this concern because his internet is not working properly and they were
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unhelpful in fixing the problem. They recommended they send out new hardware.
Kyle: The internet is suppose to be high speed but it feels slow.
I use it with the cable. I can’t get the wireless to work.
I called the helpdesk. I tried to follow their instructions. I am not sure
if I did it right.
It still did not work after an hour on the phone. The guy said he could
not help me on the phone. That he could send more equipment or I
could have someone come out.
I just want what I have to work and not have to buy new stuff.
Source: cc-fn-03-05 (Appendix A)
He expressed how his frustration with the DVD player and the internet issues influ-
enced his reluctance to use his laptop at home.
Kyle: I mainly use it during sessions.
Here I know I can get help. If I break it at home. Then I am stuck until
the next session.
Source: cc-fn-04-08
Kyle was unable to use the DVD player on his TV due to one mistake putting a
DVD in backwards. He was not properly supported by the company he purchased
the TV from. He still possessed the TV, and yet he lost control and access to the
DVD player. The laptop was given to him by a neighbour. He only uses the laptop
at the weekly sessions and not a home. He has experienced the lack of support for
digital devices by Curry’s and BT. This negative experience appears to hinder him
from feeling in control and comfortable with using his laptop outside of the sessions
(Selwyn, 2004).
We also observed a lack of ownership with Kyle and his mobile phone. In signing
up him up for email the process required a mobile number for verification. Kyle did
carry a mobile phone for ‘emergencies’. However, he did not know the number and
had to search his bag to find it.
Kyle: From Tescos. I just have it for emergencies.
Researcher: What is the phone number?
Kyle: I don’t know. I have the phone number written down.
{He puts the phone down on the table. Out of his bag he pulls one of
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his notebooks. He flips through it for a few pages and then stops.}
Here it is. {He points to the words Tesco and the number next to it.}
Source: cc-fn-18-17
Shauna and Kyle expressed a lack of sense of ownership over their respective hard-
ware. The laptops were shared or given to them. They did not express that they felt
they were in control of their devices. For Shauna, the niece would make changes on
the laptop so that she did not know what to expect each time she tried to use the
laptop. Kyle was afraid of breaking the laptop and not having the support to fix it.
He had experienced the frustration of having hardware fail and the providers fail to
provide useful support to fix it. In regards to his laptop he was hesitant to use it at
home where there is no support if he ‘breaks’ it. Also Kyle has a mobile phone that
is suppose to be for emergencies. However, he does not know the number and he
had to find it in his bag. This may indicate another disconnect between possession
and ownership. He may like the idea of the phone as support rather than actually
planning to being able to use the phone in an emergency.
Linda, Cliff, and Brenda all have hand-me-down laptops or desktops. They also use
their devices at home as well as in the sessions.
Brenda used an external card reader between her home and the sessions. She dis-
played comfort in setting up the device on the day centre computer. The device did
not respond the way it did when she used it at home.
Researcher: Is this your card reader?
Brenda: Yes. I use it at home.
Researcher: You have a computer at home?
Brenda: Yes.
Researcher: How does [the card reader] work when you set it up at home?
Brenda: I put in an SD card. Then it opens the images up in My gallery.
But it is not doing it here. (day centre)
My son set up the SDcard reader. As long as I have used it. It goes to
the photo gallery. I don’t know why it is not working.
Source: cc-fn-02-14 (Appendix A)
Brenda’s system at home was set up by her son. It is likely that it is her son
she contacts for help with her computer at home (Selwyn, 2004). While she has
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the physical hardware, the functional aspect is assigned to her son. The physical
possession of digital device does not necessarily translate into ownership (Vines
et al., 2013).
Cliff also uses his laptop at home and uses a mobile dongle to get internet access as
an alternative to investing in a modem set up.
Researcher: Why do you use a dongle?
Cliff: I don’t have internet at home. I don’t have access to the wireless
here (day centre).
Researcher: What do you mean you don’t have access here?
Cliff: They lost the password. If you haven’t been coming for awhile you
can’t get on the wireless. So it helps to have the dongle to connect.
Source: cc-fn-16-22 (Appendix A)
Cliff was finding an alternative means to gain internet access for his Netbook such
as, at home and at the day centre. He appears to be investing in the usage of his
devices.
Students with hand-me-down equipment had different responses in their sense of
ownerships. Some took on more ownership and engagement with their devices.
Others remained hesitant to use their devices outside of the session. Kyle negative
experience with the DVD player could account for some of his hesitance with using
the laptop at home. However, he purchased a mobile phone for emergencies. It
could be Kyle is in general cautious with new experiences and digital devices in
particular.
Cliff’s desire to have access to the internet led him to find out how to use a mo-
bile dongle. One of the benefits he expressed was being able to have connectivity
independent of one location. In particular, it allowed him to problem-solve gaining
internet access at the day centre. We followed up on the missing password issue
with the Tech Ed and the day centre staff.
4.7.1.1 Administrative investment
Through Cliff’s problem-solving dongle, the researcher learned that no one at the
day centre knew the password for their internet wireless access. The researcher made
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an inquiry to the TechEd about the status of the wireless password.
TechEd: No. It was changed from the default and no one knows what it
is?
Researcher: Is there a way to find out?
TechEd: We could put in another request with the Technology Techni-
cian?
Researcher: Who is that?
TechEd: He services all the day centres. It takes awhile to get a response.
Source: cc-fn-17-28
The researcher inquired with the office manager about contacting the Technology
Manager to fix the wireless password.
Office Manager: I sent a request a few weeks back.
Researcher: Before or after Christmas?
Office Manager: It was before. Back in September. Apparently he has
been by here. Someone said they saw him a few weeks back. I guess no
one was around who knew what was needed.
Source: cc-fn-17-33
The wireless password issue was not resolved by the end of our work with the day
centre. The issue with the password indicated that there was a lack of agreed upon
ownership around the computer training classes. The management of the course
was divided among several people. The TechEd is the only one who is paid for
dedicated time to the course. Her time is paid for teaching time in the sessions. As
a part-time contract she is not involved in the institutional administration of the
day centre. The Technology Manager’s role in the computer sessions is only one of
his many duties. How he prioritised attending to the computer classes needs among
his other responsibilities are unclear. When prompted, other staff that are not
involved with the computer classes, did offer to help with tasks such as contacting
the technology technician. However, following up on the password was not a priority
for either the TechEd and the day centre office manager.
We can not speak to the nature of the communication breakdown. Only that we
observed that there was a breakdown in communication. An issue like the lost wire-
less password was not easily resolved. There were parts of the course that were
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owned, such as the teaching and recruitment by the TechEd and the management
of the TechEd and the volunteers by the Technology Manager. However, in regards
to equipment and resource management there seem to be a breakdown between
presumed ownership (Technology Manager) their actual ability to deliver. Which
resulted in other staff members being requested to fill in the gaps on an as needed
basis. This aligns with DiSalvo’s point of the challenges of community-based organ-
isations to operate with limited resources of time, people and equipment (DiSalvo
et al., 2012).
4.7.2 Perceived Trust
Table 4.11: Perceived Trust Theme, Sub-Themes, and Implications
Theme Sub-Themes Implications
Perceived Trust
Vulnerable data Students concerned
about losing physical
data and loss of control




People highly invested Students deeply trust
the TechEd with
sensitive information
and in some cases
relied on the instructor
to retain their access
information.
The older students have a lack of trust in the digital devices and high trust in the
people at the day centre. The students were generally hesitant to post data on
social media or input information in online forms. However, they deeply trusted
the TechEd and in some cases relied on her for their passwords and other personal
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information.
4.7.2.1 Vulnerable data
Here we expand on our exploration theme of ‘lack of trust’. Linda was a fairly
independent user on her laptop. However, she was concerned that Amazon had her
credit card information and/or she might be charged for items she did not order. She
kept receiving marketing emails from Amazon based on a purchase she made. Linda
was frustrated that she could not stop the emails. She was also concerned about
how much of her information they had. For her, these marketing emails frustrated
her and made her less likely to purchase online in the future.
(There is new email from Amazon at the top of Linda’s inbox.)
Linda: I want to ask about this. How did they get my email to send me
this?
Researcher: They use that to send you updates. When you buy some-
thing they use your information to try to recommend other products to
you.
Linda: Can I tell them to stop?
Source: cc-fn-12-33 (Appendix A)
Linda experience was similar to those from the exploration phase with Kevin and
Brenda. Kevin experience a similar issue of an unwanted ‘trial’ virus program that
kept popping up notifications on his screen. The virus program came with the
laptop.
Kevin: {points to a popup that has appeared on the screen. }
That is it. It says AVG virus protection. It only offers two options.
Remind me later or express purchase.
(Kevin was concerned that selecting express purchase would charge him
for the virus protection. He had made purchases online and is concerned
that they know his credit card details.)
Researcher: It is unlikely that they have your credit card details. It is
tricky that they don’t offer you a way to stop the reminders or remove
them.
Kevin: It is because they want to fool me into buying it. You have to
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watch things like this.
Researcher: I agree it is better to be cautious. Let’s look at removing
this program.
Source: cc-fn-11-04
Brenda was concerned about who could see what she was sharing on social media.
She was learning to use Facebook. She understood the default settings are to share
her information publicly. She expressed concern about not being able to control who
her information.
Researcher: That is right. You can post on your wall and your niece can
see it. So will anyone else who can view your wall. Or you can send her
a message and only she will get the message and the photo.
Brenda: Let’s message. I don’t want everyone to see my stuff. I try not
to post on wall. It is too insecure and I am not sure who can see it.
Source: cc-fn-02-117 (Appendix A)
The students expressed concern around controlling and sharing their information
through the digital tools and the Internet. We observed that they were concerned
with being vulnerable through their digital activities. Digital staples such as mar-
keting emails based on purchases were not welcome. The email marketing had the
opposite effect of its intent to encourage future engagement from a prospective cus-
tomer. Instead, Linda saw it at best an annoyance and at worst a possible breach
of her information. Virus ads and marketing emails may be accepted as white noise
in the digital culture. For older people who had been warned about the potential
dangers of the internet, these tactics appear to tap into their concerns and reduced
their willingness to engage with online activities.
4.7.2.2 People highly invested
The students put a great deal of trust into the TechEd. They relied on her for
teaching as well as troubleshooting issues. The students that used their devices
outside of the sessions would often come in with questions and/or issues to be
resolved. However, for some students their reliance on the TechEd extended to their
login and other personal information.
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During one session the researcher assisted Cliff with troubleshooting his internet
dongle. The dongle was not working and Cliff could not access the Internet. He had
come to the day centre for help with getting the dongle working again. Cliff needed
to sign into his account to see if he needed to make a payment.
Researcher: Do you remember your password?
Cliff: {Looks up and ask TechEd to come over}
(To TechEd) What is my password and username?
TechEd: What is the one that you normally use?
Cliff: I am not sure
TechEd: {Tells Cliff his username.}
What is your password?
Cliff: {frowns }I am not sure.
TechEd: {Tells Cliff his password.}
Cliff: {He turns to the researcher.}
She is my brain.
Researcher: Do you want to write it down so your remember?
Cliff: OK.
{He pulls out his wallet from his trouser pocket.
He looks through the wallet until his finds a small white card with hand-
writing all over on it.
He flips the card over and points to some writing.}
Here is where I have written it down before.
Researcher: Ah. So you just need to remember to check your card.
Cliff: I was being lazy. I just asked [TechEd] since she helped set up this
[internet dongle].
Source: cc-fn-16-11 (Appendix A)
Cliff trusts the TechEd with his login information that could technically make his
data vulnerable to her. He also passes the ownership of his data to the TechEd. Cliff
had written down the information but in practice he relied on the TechEd to provide
the information when needed. This is similar Kyle possessing a mobile phone but
not engaging with actually using the mobile phone. We are willing to invest trust
in people representing trustworthy roles, such as teaching at a day centre. Hsu
et al. (2007) describes trust as “an implicit set of beliefs that the other party will
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behave in a dependent manner and will not take advantage of the situation”. The
students were willing to share and even rely on the TechEd for personal details such
as their login information. As opposed to the digital devices and services attempts at
personalized marketing, their intentions were opaque to the students and therefore
rejected (Fogel and Nehmad, 2009).
4.7.3 Reliable Support
Table 4.12: Reliable Support Theme, Sub-Themes, and Implications
Theme Sub-Themes Implications
Reliable Support
Trusted Tech Ed Continued engagement
supported by consistent







resulted in the class not
being fully supported
through access to wifi,
and printer and
knowing who to report
issues too.
The students had different types of support throughout the computer course. They
had the built-in teaching support of the TechEd. They found peer support among
the other students. There was the ad-hoc administrative support for the resources
to run the classes. We discuss the various manifestations of support for the students.
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4.7.3.1 Trusted TechEd
The students had most reliable support from the TechEd. The TechEd was paid
to run the courses. She was committed to being prepared and attending all the
scheduled sessions. She initially followed the existing structure of teaching through
prescriptive assignments and exercises. She provided assistance in troubleshooting
issues from finding files to logging into accounts (Hartnett et al., 2013). As we
reported earlier, at least one student (Cliff) relied on her for actual login information
or to act as his ‘brains’. The TechEd provided a variety of support and reassurance
for the students (Lüders and Brandtzæg, 2014).
However, the TechEd’s is reliable only as long as her commitment lasts to run the
sessions at the day centre. The TechEd had established a relationship and trust
with the students. However, there was no clear plan for when she decides to leave
the day centre. We had observed how the students had come to depend on her as an
instructor and as a personal information depository. The students did not seem to
consider what would happen if the current TechEd had to be replaced. It is common
in community-based organisations that when individuals who had built of trust and
reliance may leave a hole that will take time to fill (DiSalvo et al., 2012; Wenger,
1998b).
4.7.3.2 Inconsistent administration
The administration’s commitment to running the computer sessions was inconsis-
tent. The institution had provided funding for the part-time TechEd to run the
computer classes. The only dedicated staff was for the sessions themselves. Oversee-
ing the computer sessions was only one of the Technology Manager responsibilities.
The Technology Technician was one individual servicing several day centres. As we
discussed in ‘ownership’ there were no observational dedicated lines of support for
maintaining the equipment and resources of the computer program.
As we found from working with Cliff, the wireless password had been lost for at
least the duration of our study. The computer classes had a lack of priority for
the staff. This seemed to be accepted by the TechEd and the student’s themselves.
As indicated that it took several weeks for the researcher to become aware that the
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password was lost. This fluidity and lack of responsibility occurs in community-based
organisations where few individuals have many responsibilities. The lack of staff,
time and physical resources means that it often ends up with individuals taking on
tasks ‘as needed’ (Heitlinger, 2015). Those issues that cause the biggest pain points
are the ones that get priority. This was coupled with the culture of the students
not wanting to be a bother, therefore they did not flag up the issue. Some students
created their own work-a-round.
The day centre has the good intention to provide computer training to its patrons.
However in practice there is a lack of dedicated resources in the form of staff and
time. This lack of support works against their aim to support older people in
engaging with digital technologies.
4.7.4 Emerging Independence







solutions tend to grow
into independent users.
Home usage Students who routinely
to use their devices at
home between classes
tended to retain skills
and develop confidence.
We observed that some students had a more independent engagement with their
digital devices. Other students tended to rely on the instructors to support their
computer usage. Those that were more independent tended to engage with problem-
solving and use their devices outside the confines of the course sessions.
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4.7.4.1 Problem-solving
The students that tended to be more independent users were engaged with problem
solving. Linda came to a session and wanted help with her Gmail. Every time
she logged in she was asked if she wanted to update to the ‘new look’. This was
2012 when Google significantly changed the interface of their Gmail client. Linda
was annoyed by the pop ups. She was not interested in updating to the new look.
The researcher pointed out that eventually she will have to use the new interface.
Together we could test out the new interface now so she was prepared for it in the
future. Linda agreed to give it a try.
Linda: How do I get it to stop asking me to upgrade?
Researcher: I am not sure you can get rid of the prompt. You see Sky
email is using Gmail. Gmail is updating their interface. They are giving
people a few more months with the existing interface. Eventually, you
will have to use the new look. Right now, if you choose to try the new
interface, you can roll back to the current one. Maybe if you try out the
new look it will stop asking? But I honestly don’t know.
Linda: OK. Let’s try the new one and then good back to the old one.
Source: cc-fn-12-09 (Appendix A)
Linda was not impressed with the new Gmail interface. The original interface had
labelled functions such as send and compose with text. She found the icons represen-
tations of compose and send and the other functions confusing. Her initial concern
was that all the function options (send, reply) that had been listed on the screen
were now ‘gone’. The new interface changed the function offering by what mode
you were in. Linda found this new way of presenting information and navigating
her email upsetting.
Linda: What does these pictures mean?
Researcher: Roll your mouse over one of the icons and a pop up will
appear and tell you what it is for.
Linda: This is a lot of work.
So, I have to remember what these symbols mean.
Researcher: You can always roll over them to remind you until you are
used to them.
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Linda: I don’t like this. Can we just change it back?
Researcher: Yes. So go over the icon that looks like a gear. It is the
settings for your email.
Linda: It looks like a gray flower.
Source: cc-fn-12-17 (Appendix A)
Figure 4.6: Gmail interface before the forced change in 2012.
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Figure 4.7: The new Gmail interface introduced in 2012.
Linda was active in the addressing both the persistent request to update the interface
and in reverting back to the old interface. She was not keen on the changes being
forced upon her. She would eventually have to work through adopting changes
Gmail was forcing on her. However, she was motivated to figure out and try to
resolve issues to improve her understanding and engagement with her computer.
Similar to Linda, Kevin was also annoyed by a pop up that he knew was not needed.
In this case it was a trial version of an anti-virus software that we discussed previ-
ously regarding trust. Here we revisit his work to remove the offending application.
The trial had expired and kept prompting for a ‘express purchase’. Kevin had bought
Norton for his virus protection. He knew he did not need the one creating the pop
ups on his screen. However, he was not sure how to get rid of the application.
We worked together. The researcher guided him through the process of removing
the application via add and remove settings. Similar to our work with Linda, the
researcher provide direction while Kevin navigated his computer. We go through
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the steps to successfully remove the application.
Kevin: I want to write down how we did this. {Kevin leans to the left
and pulls out a notebook from his bag. He gets a pen. He lays them
both to the left of the laptop.}
Kevin: Lets start at the beginning.
Researcher: Ok I will go through the steps and you write them down.
Source: cc-fn-11-23
Both Linda and Kevin demonstrated a desire to have more control over their digital
devices. They were open to learning how to manage features both on the operating
system and web-based email applications. Like the other students, initially they
were hesitant to trust online applications and are not fans of change. However, if
a pain point becomes significant enough, they are willing to try to resolve the issue
rather than just accept the intrusion.
4.7.4.2 Home usage
The students that were more independent or self-sufficient users tended to use their
devices outside of the sessions. Kevin, Linda, Brenda and Cliff all indicated they use
their computers outside of class. These students kept their own notebooks or bits of
paper with notes on them. However, they tended to use their notes for when they
used their devices outside of class. During classes they would rely on the instructors
for support. They tended look at their notes when prompted by the instructor.
These students were observed trying out tactics to explore their devices on their
own.
Brenda was observed working at her desktop station with a book opened beside her.
The book was titled Windows XP for Seniors. Brenda reported she had checked
it out of the library. She wanted to be able to learn more about how to use the
computer.
Researcher: Is it helpful? {I point to the book }
Brenda: Not so far. It does match to the screen.
{She flips a few pages and then stops. She points to a graphic that shows
the start button.}
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Brenda: In the book it says look for the start button. My screen has the
round ball. This change I get. But there are others where the directions
don’t match up. It is confusing.
Researcher: The reason is that this book is for a different version of the
software. Your computer is using Windows 7. The book is for an older
version called WindowsXP. The have been many small changes. That is
why you have trouble. It is not you. It is an outdated source.
Brenda: I will see if I can find the Windows 7 book. Since you are here
can you help me find my files.
Source: cc-fn-15-05
Figure 4.8: Windowx XP (left) and Windows 7 (right).
Brenda took the initiative to get the book to support her desire to understand her
computer better. Her attempt was not fully successful as she had not been aware
of the different versions of the Windows operating system. Therefore, the book did
not provide the support she needed at this point in her journey. Earlier when we
work with her on using the SD card reader, she had relied on the set up her son
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had provided her. Here we observe her taking on the responsibility to be better
informed. Her proactive support seeking indicated that she was likely using her
computer at home as well as during the classes.
The students that tended to use their computers outside the classed were observed
to be more independent in their usage. Kevin, Brenda and Linda were motivated
to resolve issues and to gain a better understanding of how their devices worked.
Other students, such as Cliff and Kyle, tended to rely on the classes and instructors
for support in usage as well as personal login information. Through their actions
some students continued to self-identify as students (Wenger, 1998a), while other
progressed to becoming independent users (ibid).
4.7.5 Conclusion
Through this study with the day centre we explored the challenges of computer
training classes for older people. We observed and discussed the design issues with
hardware and software that create barriers to usage for older people using comput-
ers. These software and hardware issues mirrored the issues that had been identified
in the literature around older people engaging with digital tools (Czaja and Sharit,
1998; Shoemaker, 2003; Vines et al., 2015). Our work reflected the issues of mo-
tivation, attitude and perceived value (Carpenter and Buday, 2007; Selwyn et al.,
2003; Venkatesh et al., 2003) that influence digital device use and adoption by older
people.
For the day centre, we identified the need to support the motivations and interests
that prompted the older people to register for the computer class (Selwyn et al.,
2003; Vines et al., 2015). We also focused on the institutional and administrative
challenges (DiSalvo et al., 2012) that impact the experience for the older students
attending the computers classes. The ad-hoc and volunteer support does not pro-
vide the administration and technological support that is necessary for effective
technology training program (Choi and DiNitto, 2013a; Rosenthal, 2008; Selwyn,
2005).
The challenge in any learning situation is how to manage both the learning needs
while supporting the motivation that initially brought them to the class. Especially,
when dealing with participants who may have low buy-in to the program and it is
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often easier to stop coming than express their needs. The focus on the interest-led
tasks seemed to help engage existing students, there remains the challenge of how to
support lagging students into becoming more independent users (Czaja et al., 2006;
Sayago et al., 2013). The day centre will need to investigate these less tangible
issues around attitudes and level of satisfaction the students with the computer
classes (Selwyn, 2005). Finding the time and resources in an already overburdened
system is a challenge for the day centre training programs (DiSalvo et al., 2012).
The contribution of this work was to lay the foundation for our study with GoodGym.
It is helpful to read about the challenges that older people encounter using digital
tools. It was invaluable and necessary to witness these issues in a real world setting.
Dickinson et al. (2011) made a similar discovery in their work with training older
people.
Even with a considerable knowledge of the literature on older users and
a knowledge of the cognitive, sensory and physical changes commonly
associated with age, the diversity of the group makes it difficult to predict
the behaviour and concerns of an individual group; this is one of the
fundamental challenges of “8”universal design. p.265 - (Dickinson et al.,
2011)
Our work made us more aware of all the extenuating factors that surround and
contribute to an individual experience with digital tools. Often in HCI reporting
the focus is on the user and their relationship with the digital tool. Through our
work, we learned and experienced what could not have been truly appreciated and
understood through readings alone. The issues and influences are not novel to
literature on ageing in HCI. However, the fact that our work along with other
contemporary work (Delello and McWhorter, 2015; Magsamen-Conrad et al., 2015;
Vines et al., 2015; Winstead et al., 2013) highlights these are still unresolved issues
in every day practice.
Our work also contributes to the application of participatory design ‘in-the-wild’.
Here we were focused on the exploration of a single community-based day centre ded-
icated to servicing older people. We took on the embedded role of a volunteer, where
we engaged with the students and joined them on their digital journey. Through this
work we learned the value of being flexible when working with a community-based
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organisation (Heitlinger, 2015). We had to adjust the amount of participation the
staff and students were willing to invest in the process. Ideally, we would have had
consistent participation and balanced input from both the student and the staff. The
struggle we had with engaging the staff and students in the participatory process
(DiSalvo et al., 2012) provided us with a reality check for our work with GoodGym.
4.8 Reflections
While this study was small and dedicated to a single site, the results from this
study could be used to inform the design and implementation of new/existing tech-
nology programs. It also provides the foundation for larger and/or more in-depth
investigation.
In regards to our research question on engaging older people with digital tools in
community-based organisations, we found that the day centre faced challenges in
supporting their students. The tangential issue is well meaning community-based
organisations understanding of the amount of technician support that is required
to maintain the digital equipment. The standard tower computers in the study
remained somewhat functional without much maintenance. However, emerging work
is pointing towards digital tablets to engage older people in digital technologies
(Alvseike and Brønnick, 2012; Shim et al., 2010). Newer or more current technology
may require more hands-on support. This suggests that community-based centres
like this day centre are not unique in their need of more funding for a) equipment
and b) dedicated staff to manage it (DiSalvo et al., 2012).
It is admirable that technology training for marginalized communities are run more
on heart than funding. However, as long as there is a lack of adequate funds to
support these types of initiatives, there will remain a divide between the aims of the
community centre and their ability to offer effective and efficient training classes.
This will remain an issue in the future, as the discarded and abandoned equipment
of the young and affluent will continue to get pushed down to the older and eco-
nomically disadvantage populations. Unless there is value perceived in supporting
older populations in using current in technology, we are likely to continue to see a
digital divide between the emerging standards and legacy equipment for the legacy
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generation.
In regards to our research question on the value of embedded engagement in community-
based participatory design process, we found both our engagement and the centre’s
lacking depth and insight. From a participation point of view we experienced the
challenge of engaging members of the community in the participatory process. Ide-
ally, we would have had the same participants through the entire process. We would
have worked through the discovery process with the students and the TechEd. As
we reported neither the students nor the TechEd were interested in making time
outside their sessions. We had to be flexible and work within the constraints of the
community (DiSalvo et al., 2012; Heitlinger, 2015). In a fluid community we aimed
to apply and attend to the application of the participatory methods we set out. We
came to recognise that we had to adjust the application to accommodate the dynam-
ics of the community. This meant that we worked with the students who chose to
attend the sessions and accept that there would be inconsistency in attendance. In
the discovery phase, we worked with the TechEd as she was the stabilizing figure for
the computer sessions. While we had designed a new orientation sheet, there were
no new students recruited during the rest of the study. We adjusted the concept
of prototyping to accommodate the move from skill-based tasks to interested-based
tasks for engaging the students. In a real world application of the participatory
method, we take our lessons learned forward to our work with GoodGym.
In the next case study, we build on lessons learned and outcomes from working
with a community-based organisation that explicitly offers computer training to its
patrons. Next we worked with GoodGym, an activist and hobbyist community






Here we present our case study with GoodGym, an activist organisation that aims
to connect people who need the motivation to run with older people who may benefit
from a visit. The aim of the study was to use participatory design to explore the
opportunities for older people to potentially conceive of digital solutions to support
a need in their everyday lives. With GoodGym we applied the participatory design
method to configure more ‘genuine participation’ (Simonsen and Robertson, 2012)
than we achieved in the day centre study. Our methodological goal was coupled
with building on the day centre themes of interest-led learning, and promoting in-
dependent usage through problem-solving and reliable support. Through building
and expanding on these themes in a local intergenerational community, we were
exploring how we may contribute to expanding the opportunities for older people to
have meaningful and supportive engagement with digital tools.
5.1.1 Research Questions
We answer the research questions:
• What can ageing in HCI learn about engaging older people with digital tools
in community-based organisations?
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• Does embedded engagement add value to the community-based participatory
design process?
The structure of the chapter is as follows: We begin with an overview of GoodGym,
the rationale for the two studies: the administration pilot study and coach/runner
study that we conducted. Next we present an overview administration study and
findings. We then present a detailed description of the coach/runner study and
findings. We conclude with reflections across both studies.
One of the contributions of this work is to share the opportunities and challenges
of conducting participatory design in an intergenerational distributed community.
Therefore, we have attempted to describe how, why and with whom decisions were
made. The hope is that sharing these experiences will be of benefit to future re-
searchers working with participatory practices in-the-wild with similar communities.
5.2 GoodGym Overview
We worked with GoodGym from June 2012 to January 2014. At this time, GoodGym
was a three year old early stage start-up. The description below represents the
structure and dynamics of the GoodGym community during the time frame we
conducted our study.
GoodGym is an intergenerational community organisation in East London, UK.
GoodGym’s mission is to support people ‘to get fit while doing good deeds’ (Gorm-
ley, 2016b). The GoodGym community consists of three types of roles: the admin-
istration, the runners and the coaches (older people).
The administration was composed of three full-time male staff in their 20s and early
30s and two to three student volunteers. There were 150 runners of which 65% are
female. The runners’ ages range from early twenties to late thirties. The coaches
were the older people who were visited by the runners. There were 50 coaches of
which 60% are female. The coaches’ ages range from mid 60’s to late 90’s.
GoodGym supports two main schemes: the weekly group runs and the runner/coach
visits. Weekly group runs consist of running in groups to local organisations that
requested GoodGym’s help in completing tasks, such as weeding gardens, or clearing
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rubbish. The combination of the run and the task provide both cardio and strength
training for the runner. The group aspect provides a socialising experience along
with the benefit of exercising and volunteering.
The coach/runner scheme pairs a runner and an older person who visit once a
week. This pairing results in a non-kin sustained, intergenerational relationship
that revolves around weekly visits organised by the pair. The weekly visit acts as
motivator for the runner to run at least once a week and both benefit from the
social visits. GoodGym refers to the older person as a ‘coach’. The term coach was
specifically chosen to signal that this a mutually beneficial relationship for both the
runner and older person.
We call the older people our runners visit coaches because they help
motivate our runners to run and they share their wisdom with them. It’s
amazing what you can learn from your coach. - Ivo Gormley, GoodGym
founder (Gormley, 2016a)
5.2.1 Why We Chose GoodGym
GoodGym offered an intriguing alternative to the traditional computer training
programs offered by community organisations and government institutions (Selwyn,
2004). As a local organisation GoodGym presented an opportunity to work with
an activist community organised around the central interest of promoting health
and community engagement (Barkham, 2012; DiSalvo et al., 2012). GoodGym had
established a dedicated and growing membership as well as partnerships with other
organisations that support older people and health initiatives. While GoodGym
had established roots in the community, they retained the experimental culture of
a start-up as they were still exploring and defining their operational processes.
The structure of the coach/runner scheme provided opportunity to work with coaches
and runners in the context of one of their everyday activities. We were not orches-
trating a contrived engagement between younger and older people. Another appeal
was the intergenerational relationship that was neither kin nor was as a carer. The
weekly visits offered the opportunity to explore the various types of relationships
that develop over time between the coaches and their runners.
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5.2.1.1 Non-Digital Community
Our research was focused on engaging older people with digital tools. In our work
with GoodGym, the appeal was to explore the solutions non-digital older people
would conceive through the participatory process. GoodGym offered the oppor-
tunity and the challenge of using participatory design with a non-digital focused
community. Upon embarking on our study with GoodGym we had no guarantees.
To truly apply participatory design democratic process we needed to support the
needs and ideas of the community. This meant that we entered the study not know-
ing what issues, if any, the pairs of coach and runners may have. We also had no
guarantee that the community would conceive of a digital solution to their agreed
upon problem. As we stated in the methodology chapter, a critique of participatory
design is that participants are not likely to conceive of a solution outside of their
own experience. We were working with older people who did not use digital tools
and it was very likely the solution(s) they proposed may not be digitally based. Out-
side the experience of the participants, another possibility was that the conceived
solution was a system or concept that did not exist as physical object.
We want to be clear that we did not enter into our research with GoodGym and
the participants by proposing any preconceived ideas on digital tools for them to
use. We focused on understanding the community and applying the participatory
design process. Through the process the participants identified the problem that
needed to be solved. They wanted improve communication between runners and
coaches. The older people conceived of the ‘magic picture frame’ that evolved into a
tablet/mobile app that supports communication between coaches and runners. Our
work contributes to the critique that participatory design can support participants
to conceive and engage with concepts beyond their immediate experience.
The exploration spirit of both the researcher and GoodGym created a mutually
beneficial collaboration. GoodGym was interested in having someone dedicated to
exploring the coach/runner scheme in practice. They track visits to ensure both the
runner and coach are visiting and are safe. They were excited by the prospect of
learning about how individual pairing evolved. For the researcher, the openness of
GoodGym offer the opportunity for active participation across the organisation and
with all members.
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5.3 Approach to the GoodGym Studies
We conducted two studies with GoodGym. The first was a pilot study with the
administration to gain an understanding of how they were supporting and growing
the community. The second was a case study with paired runners and coaches
to understand the dynamics of the pairing and if there were aspects that could
benefit from additional support. With each study we applied Spinuzzi (2005)’s
participatory methodology of exploration, discovery and prototyping phases. We
analysed the data using Thematic Analysis (Braun and Clarke, 2006) to answer our
research questions.
5.3.1 Role of the Researcher
The researcher acted as a participant/observer taking on an active role within the
community to document and understand the organisation (Atkinson et al., 1994;
DeWalt and DeWalt, 2010; Poltrock and Grudin, 1994). For the administration
study, the researcher was embedded as volunteer to assist with pairing runners and
coaches. In the coach/runner study the researcher was in the role of an observer
and facilitator for the exploration and discovery phases. During the prototyping
phase the researcher took on the embedded role of a runner paired with a coach.
This was due to a coach leaving the study because of illness. We address this
in the prototyping phase of the coach/runner study. While not intended, taking
on an embedded role in the coach/runner study enriched the researcher’s work,
understanding and collaboration with the GoodGym community.
5.3.2 Time lines for Administration and coach/runner Study
Here we present tables mapping the participatory design phases and the researcher’s
main activities in each phase.
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Table 5.1: Administration Pilot Timeline:
June - September 2012
Exploration Discovery Prototyping
Jun. - Jul. 2012 5th July, 2012 Aug. - Sept. 2012
















Table 5.2: Coach/Runner Study Timeline:
October 2012 - January 2014
Exploration Discovery Prototyping
Oct.- Nov. 2012 13th Feb., 2013 Mar. 2013 - Jan.
2014
Interviewed 12 pairs Tea Party Workshop Co-Developed
mockups






5.4 GoodGym Administration Pilot Study
The administration pilot study goal was to gain an understanding of the GoodGym
community. The value of taking on an embedded role in the community prior to
conducting the full study was important for two reasons. First it gave the researcher
and the GoodGym staff and opportunity to get to know each other and build trust
and respect for each other’s processes. Second, it provided the researcher with
an opportunity to take on an active role within the GoodGym organization as a
member as opposed being solely an observer (Atkinson et al., 1994). In particular,
the researcher gained an understanding of the complexities involved with pairing
runners and coaches which proved to be valuable in conducting the coach/runner
study. In this section, we provide an overview of the benefits of taking on an
embedded role and insights that supported the coach/runner case study.
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5.4.1 Overview of the Administration Pilot Study
The researcher started the volunteer role with GoodGym in June of 2012. It was
agreed that the researcher would take on the task of pairing potential coaches and
runners. This was beneficial for both the administration and the researcher. The
administration had a backlog of unpaired runners and coaches. They were look-
ing for solutions to improve the paring process. The researcher was new to the
GoodGym community. Through pairing runners and coaches the researcher had the
opportunity to engage with a range of members of the GoodGym community. The
researcher worked with the administration and the members for three months (June
- September 2012) in the volunteer role. In this role, the researcher gain deep insight
and understanding of the GoodGym community. There was knowledge gained in
the following areas:
• How the administration worked among themselves and interacted with the
community.
• The process for pairing runners and coaches.
• The recruitment process of runners and coaches.
• The challenges of arranging group runs and their tasks.
• The challenges of maintaining communication with runners and coaches.
The learning and experience in all these areas were valuable to the researcher. For
the purposes of the coach/runner study, the experience of the pairing process pro-
vided the most useful and transferable knowledge. In this section we will limit our
focus on the outcomes from the pairing process and the value of the embedded role
for the coach/runner study.
5.4.2 Exploration Phase: Pairing Coaches and Runners
During the exploration phase, the researcher worked with the existing process for
pairing coaches and runner. GoodGym had a process and set of criteria for identi-
fying appropriate pairing of coaches and runners. Ideally the pairing process should
be fairly straightforward. Find two people within appropriate running distance (5k
round trip), coordinate their schedules and pair them up. Our own experience,
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of applying the process and criteria, raised questions around the existing practices
and assumptions. We describe the issues that created challenges to completing a
successful coach/runner pairing:
• Out of date data on runners and coaches
• Appropriate running distance
• Coordinating schedules
• Gender requests
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Figure 5.1: Flow diagram of coach/runner pairing process identifying all the points
of staff facilitation.
Out of date data
When the researcher began to unpick the pairing process, the first item that came to
light was that the GoodGym data on the runners was out of date. When prospective
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coaches and runners were contacted, it was often found that the runners had moved
either jobs or house or both. Out of this work, the researcher learned that runners
were interested in start points beside their home. This work helped to identify and
create five new pairings. However, it was not enough to make a big change. This
work revealed that GoodGym needed to update their existing information on the
location of their runners. Also, there needed to be an option for indicating a range
of locations runners may start their run.
Appropriate Running Distance
GoodGym recommended 5k round trip run for a coach/runner visit. The distance
of a 5K was chosen as reasonable benchmark for a sustainable weekly run for people
of a variety of running experience. The assumed running structure was to run to the
coach’s home for a short visit (5 - 10 minutes) and then run back home to complete
a 5K loop. This structure was based on GoodGym’s founder, Ivo, own running
structure to visit his coach. This run-visit-run model created barriers with existing
members as there were almost no coaches and/or runners whose locations matched
this model. This model needed to be reevaluated as a criteria for distance pairing
of runners and coaches.
Coordinating Schedules
Distance was the first hurdle, the second was coordinating the schedules of runners
and coaches who were within the appropriate distance. The conflict in schedules
contributed to the failure to create successful pairings.
Most of the GoodGym coaches tend to be fairly active and engaged. They may
live independently in their own flat. Some live in their own flat with carer support.
Others live in care homes but are still active. They may attend their local day
centre. For health management they often have doctors and therapy appointments
as well as carers who come to their home. The coaches who rely on support are
beholden to existing schedules of the carers who assist with preparing for bed. In
these cases the coaches were put to bed around 6:00pm - 7:00pm. Some independent
coaches also prefer early bedtimes.
Most runners work day jobs that end at 5:00pm or 6:00pm. Therefore, it was
unlikely they would be able to arrive for a visit before the coach was put to bed.
Some runners were able to opt for visiting on weekends. For most runners, they
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reported they could not consistently commit to a weekend run. This mismatch of
schedules contributed to the challenge of pairing runners and coaches.
Gender Requests
The proposed pair may be the right distance and have capable schedules but there
is a conflict over gender preference. In the registration process, neither coaches nor
runners are offered an option to declare a preference on gender. Individually, there
were small occurrences of coaches making requests for a particular gender for their
pairing. The request was typically for a female runner from the female coaches. The
coaches expressed they would be more comfortable with another female visiting.
While there were only four coaches who made this request it did impact the pairing
process. With the current state of limited appropriate distances and schedules, two
male runners would have fit criteria. Again this called into question the assumption
of how prescriptive to be about the run structure. The issue of gender was limiting
the pairing due to the previous criteria. Additionally, it raised the question of
should GoodGym explicitly offer gender options or leave it to individuals to whom
it is important to express their preference.
5.4.2.1 Exploratory Phase: Summary
GoodGym’s operation had grow to the point where their designed process and the
reality of the community needs were being challenged. They were starting to realise
that they needed to revisit their assumptions. Both runners and coaches expressed
their frustration at the long wait time for a pairing. The run-visit-run model was po-
tentially restrictive to the pairing process and should be reconsidered. The database
was revealed to be out-of-date.
The pairing process on the surface appeared to be simple and straightforward. Find
an older person and a runner within 2.5K distance from each other and match
them up. However, in practice the research identified several issues that delayed the
process. Two main assumptions were the run-visit-run model and the accuracy of
the members’s database.
We have highlighted issues that may need to be reconsidered to improve the pair-
ing process for both the runners, coaches and the GoodGym staff. Additional,
information may need to be captured during member registration. Instead of as-
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suming it has to be 5k, provide options to the runners to craft their own run routes.
GoodGym also needs to consider methods for maintaining up-to-date information
on their members.
5.4.3 Discovery Phase: Pairing Process Assumptions Chal-
lenged
On July 5, 2012, we ran a half day discovery workshop. The GoodGym staff and the
researcher worked together to address the issues that were highlighted during the
exploration phase. Both GoodGym and the researcher recognised the pairing process
and communication methods could use improvement. GoodGym was becoming
aware that the current design of their system did not perform as expected in practice.
In the discovery workshop we discussed the identified barriers to the pairing process.
The 5k run-visit-run model, outdated database information, conflicting schedules,
and requests for a specific gender for a runner.
The discussion began around how to alleviate the barriers to coach/runner pairing.
An assumption that had not been previously questioned came to light. The process
relied on a staff member to negotiate each step of the pairing on behalf of the runner
and/or coach. For example, GoodGym was making assumptions on behalf of runners
as to what was an appropriate distance and structure of their run. GoodGym was
not empowering the runner to craft their own running experience.
The staff were attempting to make one-on-one pairs based on assumptions of a 5k
distance with location information in the database, which had already been revealed
to have inaccuracies. The researcher proposed trying a one-to-many offerings. For
example, send out an email to runners waiting to be paired with information about
one available coach that does not compromise their privacy and identity.
“We could share their gender, the first part of the postcode without
compromising their privacy. We could also included their prefer visit
times and interests if we have it”. - Mark- GoodGym Manager
Source: gg-admin-dis-62
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Figure 5.2: Sticky note flow diagram and sample email for one-to-many coach pair-
ing.
The discussion settled on agreeing to pilot the one-to-many pairing process. The
following coach information would be shared with the runners:
• First Name only
• First part of postcode
• Preferred visit days and times
• Their three interests
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A coach would be contacted and informed of the new process. They would be asked
if they agreed to participate in the new process. The researcher would start with
contacting the coaches that had been waiting the longest. Ivo wanted to make sure
runners who preferred the one-to-one were aware that it was still an option.
5.4.3.1 Summary of Discovery Phase: Administration
At the end of the workshop we had worked through several of the challenges revealed
in the exploration phase. For issues such as weekly running tasks, transparency of
runner registration, and improving the pairing process, actionable solutions were
proposed. For the prototyping phase, we focused on the one-to-many group email
for the improving the pairing process. The researcher was tasked with implementing
and testing the new pairing method in their role as pairing volunteer.
5.4.4 Prototype Phase: Administration
The delay in successfully pairing runners and coaches has been an ongoing challenge
for GoodGym. In the exploration we uncovered barriers such as inappropriate dis-
tance and an outdated location information. In the discovery, the assumption that
the pairing process needed to be one-to-one was challenged. The idea of a one-to-
many was proposed. Through email one coach would be offered to many runners.
The aim behind the new scheme was to empower the runners to determine if there
was a match. The runners could then put themselves forward as a potential pair for
a coach. GoodGym came to the conclusion that opening up the pairing process and
allowing the runners and coaches more agency was worth pursuing.
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Figure 5.3: Flow diagram of new pairing process of offering one coach to many
runners for a more transparent and inclusive pairing process.
A week later, the first coach offering was sent to a group of runners. The first email
of a coach offering resulted in a runner responding within the same day. Within
three days, the coach and runner had been paired and scheduled their initial visit.
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The coach and runner were still visiting regularly by the conclusion of the GoodGym
study.
Over the next two weeks, the one-to-many email process was proved to be successful.
The process resulted in identifying and creating more pairs. The runners became
more responsive to coach offering emails over the two weeks. In the new process
coaches and runners were paired within days. The runners reported overall that
they liked the new process. They liked that they could find out a bit about the
coach and the pairing process was more transparent.
Critiques of the one-to-many
The runners who were not able to respond quickly to the coach emails, did express
concern that they might not get a pairing. In response, it was decided to also be
sensitive to how long a runner had been on the waiting list. Group emails were
reconfigured to give priority to runners who had been on the wait list the longest.
These runners would get the email first and if there was not a response in three
days. Then the offering would be sent out to the rest of the potential runners for
the coach.
There was a runner who did not respond favourably to the group email coach offering
approach. The runner held GoodGym to their original proposal of custom pairing.
The runner was removed from the group emailing. This runner was delegated to
Mark, the manager, who was their original pairing contact. He handled the pairing
individually.
5.4.4.1 Summary of Prototype Phase: Administration
When we started our pilot study with GoodGym they were aware of issues such as de-
lay in pairing process. Through the researcher’s work and subsequent discovery ses-
sions, GoodGym re-evaluated their assumptions about these processes. GoodGym
devised the new one-to-many system for pairing coaches and runners. Through the
one-to-many pairing process the early findings indicated it had an positive effect on
the GoodGym community. The one-to-many pairing created transparency for the
runners and coaches on how the pairing were being conducted. The runners that
agreed to participant could see it in action through the emails that went out and
the announcement of successful pairings.
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5.4.5 Importance of Embedded Researcher Role
Taking on the volunteer role for pairing runners and coaches was valuable to con-
tributing to the researcher’s understanding of the organisation and the community.
The researcher could have observed and interviewed the staff about their work. How-
ever, taking on an active administrative role gave the researcher insight and appreci-
ation that only hands-on experience could provide. The researcher was able to take
advantage of having an outsider’s perspective while assessing the processes through
practical experience. Being embedded in the GoodGym community built trust and
respect between the staff, community members and the researcher (Cumming-Potvin
and MacCallum, 2010).
The embedded role was also beneficial to the organisation. Through taking on a
hands-on approach to engaging with the administrative functions of GoodGym, the
researcher was able to question existing processes. The participatory work with
the staff resulted in a new efficient pairing process that benefited coaches, runners
and the staff. The researcher was able to engage with the community as a mem-
ber instead of merely an observer. The length of time was also important. The
three months in the volunteer role provided the transition from outside observer to
contributing community member. This built trust and understanding between all
parties involved and was beneficial to conducting the coach/runner study.
5.4.6 Summary of Administration Pilot Study
The administrative pilot study explored how GoodGym was evolving into an es-
tablished activists community (DiSalvo et al., 2012). For GoodGym, it was an op-
portunity to evaluate their processes. The participatory design methods employed
supported both the researcher and the Goodgym staff in assessing their administra-
tive practices. The GoodGym staff and the members build mutual trust and value
by including each other in initiatives such as pairing and tasks for the group runs. In
the end, GoodGym benefited from being able to step back to question and evaluate
existing assumptions. By challenging these assumptions they are moving forward in
more inclusive and effective way.
Through this study the research engaged with staff, runners, partner organisations
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and potential coaches, These connections and on the ground experience informed
an deeper understanding and appreciation for work that goes into establishing and
running a activist community (DiSalvo et al., 2012). As an emerging start-up the
researcher experienced the rich messiness (Heitlinger, 2015) that fuels GoodGym.
As an embedded volunteer, the researcher gained an understanding of GoodGym
administrative processes and the dynamics of the community. The trust and respect
that was cultivated during this study prepared the researcher for the coach/runner
study.
5.5 Coach/Runner Case Study
In discussions with the GoodGym administration, the decision was made for the re-
searcher to engage the coaches and runners through participatory methods to learn
how relationships were evolving and being sustained in the community. Out of the
administration pilot study, the staff recognised that they did not have sense of the
types of relationships that were forming between the runners and the coaches. By
learning about the nature of the visits, GoodGym may better understand and sup-
port the coach/runner scheme in the growing community. The researcher engaged
with the coaches and runners through participatory designs methods. First, through
exploration interviews with the runners and coaches, the researcher identified the
overarching theme of uncertainty around the visits. The uncertainty related to ei-
ther party in the pair not showing up (runner) or not being home (coach). This was
followed by a discovery workshop where coaches proposed the concept of a ‘magic
picture frame’ to see route their runners travelled to the their respective coach’s
home. Next we prototyped and tested with the coaches a co-designed mobile/tablet
app to support activities of the pairs around their visits. We conclude with reflecting
on the findings around influences that encouraged the non-digital coaches to engage
with using digital tools.
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Figure 5.4: GoodGym coach and runner having tea during a visit.
5.5.1 Exploration Phase: Coach/Runner
For the exploration phase, the researcher continued in their role of pairing runners
and coaches. This role was beneficial for the researcher and GoodGym. The re-
searcher could continue to engage with both the staff and the community members.
GoodGym retained help in managing the pairing of coaches and runners. The ex-
ploration phase consisted of a series of interviews conducted with pairs of runner
and coaches. The interviews were conducted in the coach’s home during one of their
scheduled visits. The aim of the interviews was to gain an understanding of how
the coaches and runners coordinated their visits, communicated between visits and
if there were any issues the pairs had that would benefit from further investigation.
The criteria used for selecting pairs for interviews was as follows:
• pairs who had been visiting for at least 6 months
• coaches who were cognitively sound to sign a release form
Out of the fifty paired coaches, the researcher worked the GoodGym staff to identify
pairs that would be appropriate to interview. Twenty pairs where identified as
meeting the interview criteria. The GoodGym staff recommended contacting the
runner first for two reasons. First, if the runner was not keen on participating then
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it would be unlikely the coach would agree to the interview. Second, the runners
ideally knew their coaches and would know if their coach would be open to be
interviewed.
The researcher first contacted the runners through a phone call. Voice mails were
left for the runners who did not answer the phone. For the runners that answered
the phone, a follow up email was sent with a summary of the phone conversation and
reminder to find out if the coach was agreeable to an interview. For following up on
voice mails, an email was sent explaining the researcher’s interest in interviewing the
pair to learn how their visits were going. Of the twenty runners contacted, thirteen
runners responded to the phone call, voice mail and/or email inquiry. These runners
responded favourably to the idea of the interview and agreed to present the idea to
their coach at their next visit. If the coach agreed to be interviewed then the runner
would follow up with the researcher to schedule a visit. We should note that for
the seven runners that did not respond to the initial inquiry, they were sent an
additional email inquiry. The follow-up email did not elicit a response from any of
the seven non-responsive runners. By the end of the process there were twelve pairs
that agreed to be interviewed.
The interviews with the twelve pairs took place between October 2012 and December
2012 at the respective coach’s home during a regularly scheduled visit with their
runner. The interview time was on average thirty minutes. The interview was
recorded as notes as none of the coaches would consent to be audio recording during
the interviews.
Of the twelve pairs interviewed two coaches were found to be unable to answer the
questions due to cognitive issues. Their interviews and information were not used
in any part of the study data set. We present the data from the remaining ten
interviewed pairs.
The runners demographics are one male and nine females with ages ranging from
early 20’s to mid 30’s. The coaches demographics are two males and eight females
with ages ranging from early 70s to late 90s.
The pairings are as follows:
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Table 5.3: Ten Pairs Interviewed
Runner Gender Coach Gender
Lacey Female Frances Female
Mary Female Mabel Female
Sue Female Mark Male
Marie Female Ruby Female
Ann Female Kay Female
Dee Female Linda Female
Molly Female Wendy Female
Karen Female Maude Female
Andy Male Tim Male
Rachel Female Sara Female
Note: All GoodGym runners and coaches names have been changed to pseudonyms.
Their real names are not used. Only GoodGym staff names are used as they con-
sented and they are advertised on the GoodGym website.
The exploration work was conducted as an semi-structured interview with the pairs
during one of their regular visits. The aims of the interview were as follows:
• To evaluate the nature of the visits between coach and runner
• To evaluate the type of technology the coaches use
• To evaluate potential issues regarding the visits between the coach and runner
Thematic analysis (Braun and Clarke, 2006) was used to analyse the data from the
exploration interviews. The thematic analysis of the interviews reveal two major
themes of uncertainty and irrelevant. We present them with their subthemes in
detail.
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5.5.1.1 Exploration Themes
Table 5.4: Exploration Phase: Themes with supporting sub-theme
Uncertainty Irrelevant
Coaches not home Perception of computer usage
Challenges of calling Possession is not ownership
Tracking visit days
The interviews reveal two overarching themes. There was ‘uncertainty’ between the
pairs in showing up to the visits. Both the runners and coaches had uncertainty
regarding the other party being present at the agreed time. In regard to technology
usage the coaches found computers and other smart technologies were ‘irrelevant’ to
their needs. They owned and/or used digital technologies such as TVs and mobile
phones (for emergencies). Below we expand on these two themes through sub-themes
and data that supports the main themes.
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5.5.1.2 Theme: Uncertainty
Table 5.5: Uncertainty Theme, Sub-Themes, and Implications
Theme Sub-Themes Implications
Uncertainty
Coaches not home Runners worried that
older person may be in
need of help when not
home for visit.
Challenges of calling Runners don’t notify
when starting late due
to difficulties with
finding a suitable place
for voice call
Tracking visit day Runners and coaches
may miss scheduled
visits due to forgetting
specifics of day and
time.
The exploration interviews revealed the overarching theme of ‘uncertainty’ for the
pairs. The runners expressed uncertainty if the coaches remembered they were
coming to visit. The coaches were concerned if the runners were late or cancelled at
the last minute. On both sides there was a breakdown in communication.
Coaches not home
Runners reported uncertainty if coaches would remember they were coming for a
visit. Runners sometimes turn up at a coach’s residence to find they do not answer
the door. The following reasons were reported when a coach was not present for a
visit:
• Coach being taken to the hospital.
• Coach having forgotten about the visit and gone out.
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• Coach not feeling up to a visit.
When a coach was not home for a visit, the GoodGym protocol was for the runner
to immediately report the absence to GoodGym staff. The staff had contacts for
the coaches. The staff followed up to find out why the coach was not at the visit.
Sometimes it could take the staff up to 8 hours to track down a coach. The delay
was due to how many channels of family and carers that needed to be contacted
to find an answer. Generally, the reasons for a coach’s absence were that they had
forgotten about the visit and gone out with a family or friend. In rare cases, the
staff did find out the coach had been taken to the hospital. When coaches were not
home, the runners reported that they were concered that the coach was inside their
home and unable to indicate they needed help. During the course of the study, this
scenario did not occur. However, this was a concern that runners reported weighed
heavily on their minds.
Runner Dee: “It depends. I do show up and she not up for a visit.
Sometimes she [Coach Linda] won’t answer the buzzer. I will call her on
my phone to make sure she is in. One time she didn’t pick up. As you
heard, she falls. I had to track down the manager. She [the manager]
knew that her son had come and taken her out to dinner. She [Coach
Linda] forgot I was coming”.
Source: gg-int-07-16 (Appendix B)
As the relationship develops the coaches and runners begin to know each others
patterns. Runners may come to expect that their coach may not be home when
they arrive. They may know nearby places and/or neighbours to check to locate
their coach. They did tend to lead active lives within the local radius. This may
challenge the assumption that older people who are less physically mobile are isolated
(Selwyn et al., 2003).
Runner Ann: “Yes. During the first few visits, sometimes I would get
here and Kay wouldn’t answer. I got worried. I knocked on the door
next door. And it turned out she was there”.
Coach Kay: “I was visiting. I was next door with [my neighbour] earlier
today”.
Runner Ann: “Yeah. Now I know to check over there if she isn’t here.
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Though there was that time you were out at dinner”.
Coach Kay: “Oh right. A friend came by and invited me out to dinner.
I went and forgot she was coming”.
Source: gg-int-08-23 (Appendix B)
The health of the coaches is a factor in their ability to engage in visits with their
runner. The coaches are often navigating shifting doctors appointments to manage
their health. When it came to having visits with their runner their emotional and
physical health needed consideration. Some of the coaches would cancel visits at
the last minute due to being ‘tired’ or ‘not up for visit’. The runners learned be
sensitive to both the physical and emotional needs of their coaches.
Coach Linda: “Sometimes I cancel if I have a doctor’s appointment.
They will call to let me know of a new opening. I will call Dee to let her
know not to come. Doctors make me tire”.
Runner Dee : “It is OK. I know it that doctor’s appointments are stress-
ful”.
Source: gg-int-07-18 (Appendix B)
Runners on the challenges of calling
The coaches also reported ‘uncertainty’ in regards to their runners. Runners may
be late to a visit due to commitments at work or a late start. Coaches worried if
their runner was late arriving and worried about them getting home safely after a
visit. The coaches are especially concerned about their runners during the autumn
and winter months when runners were travelling in the dark. Runners reported
that calling to notify if they are going to be late or cancel was a challenge. It was
challenging to find spaces at work where they could speak loud enough to be heard
by their coaches. Most runners interviewed worked in open plan offices with few if
any options for making phone calls. The offices were located in busy sections of the
city. Going outside meant there was traffic and other background noise to compete
with.
Coach Wendy: “She will call. Sometimes if I am late. I will call”.
Runner Molly: “Generally by phone. Sometimes it can be hard if things
run late at work”.
Researcher: “What makes it hard”?
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Runner Molly: “It can be hard to find a place to call from. Or I may
be a meeting that is running long. I will call when I leave to let Wendy
know I will be late”.
Source: gg-int-06-22
Tracking visit days
The coaches and runners do not necessarily visit the same day/time of the week.
Some of the pairs do maintain a fairly consistent visiting schedule. While others
schedule week by week depending on both the respective runner and the coach
schedules.
Coach Mark: “We generally do Monday nights. Sue generally calls to
confirm she is coming and the time. Or she calls if she can’t come”.
Source: gg-int-10-13
Runner Lacey: “If I know the work day is likely to get busy, I will call
in the morning. Sometimes there is a late meeting. I will call when I get
out. Frances will let me know if coming later works or not”.
Source: gg-int-13-17
The uncertainty around visits relates to the both parties ability to show up for a
visit. The coach may forget that the runner is coming and make other plans. The
runner maybe be late or have to reschedule at last minute due to work. Coaches
may cancel on short notice due to a change in doctor’s appointments. Coaches also
expressed that they may cancel because ‘they are not felling up for a visit’.
The pairs begin to learn each other patterns. Runner Dee learned that if Coach
Linda did not answer the buzzer she might not be emotionally open to a visit. On
these occasions Runner Dee would call Coach Linda on the phone to confirm she
was physically safe at home. Runner Ann learned that Coach Kay may forget about
a visit. If Coach Kay did not answer the door, she would often be at her neighbours.
The runners were often fairly confident that when their coach was not home that
they were OK. However, they would contact GoodGym to report that their coach
was not home for their visit. The runners always had lingering concerns around a
coach’s absence until it was confirmed that they were OK.
Both parties felt responsible for the other. The runners were concerned if they did
not hear from their coaches. The coaches worried about their runners safety running
CHAPTER 5. GOODGYM: INTERGENERATIONAL ACTIVIST COMMUNITY 162
to their home, particularly when it was dark during the autumn and winter months.
While there were miscommunications around visits and missed visits, the pairs were
invested in each other and their visits.
5.5.1.3 Theme: Irrelevant






benefit to daily lives,








digital tool alone does
not support
engagement.
In regards to digital technology, the coaches reported that computer and mobile
technology are irrelevant to their needs. Two of the coaches interviewed had at-
tempted to take computer classes. Both had negative experiences that discouraged
them from further trying to learn to use computers (Mitzner et al., 2010). Seven of
the coaches interviewed had never attempted to use a computer or take a computer
class. They stated that they were too old to use a computer and it was ‘too com-
plicated’. Only one coach had a laptop in her flat. She no longer used the laptop
because funding cuts made her home technology trainer redundant.
Perception of computer usage
Coach Ruby had attempted to take a computer class at her local day centre. She
did not find the experience very appealing. She only attended one session and never
went back.
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Researcher: “Have you ever taken any computer classes”?
Coach Ruby: “I tried once. I didn’t like it”.
Researcher: “What didn’t you like about it”?
Coach Ruby: “I know it is not nice to say but the man doing the class
was smelly. Then he sat next to me. I didn’t like the smell. Every time
I did something. He told me it was wrong. I didn’t like that either”.
Researcher: “Did you ever try again”?
Coach Ruby: “No.”.
Source: gg-int-09-22 (Appendix B)
Coach Sara attempted three times to take a computer class. Each time she found
the experience off putting and lacking in support. The first attempt was at her local
day centre.
Coach Sara: “During the session I told the instructor I was having trou-
ble seeing the screen. He said I needed special computer glasses. I told
him my glasses were fine. I just needed to know how to make the screen
better for me. He just kept saying I needed computer glasses. It sounded
like rubbish to me”.
Source: gg-int-02-17 (Appendix B)
Coach Sara tried another computer class at another local support centre. She re-
ported they did not have enough computers for everyone attending. They were put
in pairs for each computer. The pairs were supposed to share the computer during
the session. Her partner would not let Coach Sara use the computer.
Coach Sara: “In the end, I was just sitting there watching. The instruc-
tor never checked to make sure people were sharing. I didn’t want to
create a scene. It was a waste of time so I didn’t go back to that one”.
Source: gg-int-02-21 (Appendix B)
In her final attempt to get training Coach Sara did not even get to attend the class.
She had called and signed up for a computer class that advertised it was for older
people.
Coach Sara: “They called me back and asked if I knew how to use a
mouse. I told them no. That is why I want to take the course. They
said, we can’t help you if you can’t use a mouse. I needed to find another
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class for my level”.
Source: gg-int-02-25 (Appendix B)
Coach Sara’s reported experiences reflect the outcomes of our day centre study and
the literature (Adler, 1996; Alexy, 2000; BBC, 2010; Bean, 2004; Bjerknes et al.,
1987; Blaschke et al., 2009; Selwyn and Facer, 2007), especially considering that she
gave it three tries in three separate venues. In our own day centre study, we saw
barriers to engaging students in the material. Here Coach Sara reports barriers to
gaining access to training even when a course was touted as being for older people.
Our work lends supports to the theory that there are still gaps between intentions
and execution of computer training for older people.
Coach Mabel was the only coach interviewed who had used a computer and had a
laptop in her home. However, at the time of the interview she was no longer using
the laptop. For a six months, a technology instructor would visit her once a week
to give her training in her home. However, four months prior to the interview, she
lost her technology support due to funding cuts. Coach Mabel reported she had
tried to use the laptop after she lost her technology support. She became frustrated
because she no longer remembered how to use it. Additionally, the laptop’s battery
no longer held a charge and it had to stay plugged into mains power. There was
one table where she could plug in the laptop without having cables crossing the
floor. She reported that sitting at the table caused pain her back. Between having
forgotten what she had learned and the physical pain of sitting at the table, she was
no longer motivated to use the laptop.
Researcher: “I see you have a laptop”.
Coach Mabel: “Yes. There used to be a woman who would come once
a week to help me with it. Then funding got cut and she went away. I
tried to use it again but could not remember how”.
Runner Mary: “Maybe we can try again on one of our visits”.
Coach Mabel: “I am not interested in it any more. It hurts my back to
sit at the table and hurts my eyes looking at the screen. It is frustrating.
I used to know how to do some things but I can’t remember now. I think
my time for it has passed”.
Source: gg-int-12-08 (Appendix B)
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Coach Frances is fairly active at her local day centre. The day centre has computers
and offers training courses. When asked about her interest in learning to use com-
puters, Coach Frances expressed that she thought they were too complicated and
did not have much interest in engaging with them.
Researcher: “Do they have a computer class at the day centre”?
Coach Frances: “I don’t know. I see a computer here and there. I don’t
know. I am too old and all this is too complicated”.
Source: gg-int-13-23
In regards to computer engagement, some coaches had attempted to get training
and had discouraging experiences. The other coaches did not perceive how using a
computer could be useful to their everyday lives (Selwyn et al., 2003). In the end
all the coaches considered computer usage a complicated task that was not worth
their time and energy.
Possession is not ownership
All the coaches except one reported that they had a mobile phone. The mobile
phones were given to the coaches by relatives, friends and/or carers for ‘emergencies’.
During the interviews the researcher asked to see the mobile phone. At the time
of the interview, nine of the coaches were not sure where their mobile was located
in their home or even if the phone was charged. These nine coaches did not take
the phones out of the home. Two of the coaches did carry the mobile phone around
with them. None of the coaches’ mobiles are ‘smartphones’.
Coach Linda’s experience is an example of most coaches lack of engagement with
their mobile phones.
Researcher: “Do you own a mobile phone”?
Coach Linda: “No”.
Linda’s Son: “Yes. You do. You just don’t use it”.
Coach Linda: “Oh right. I do have one. Where is it”? (to son)
Linda’s Son: “I got it for her for emergencies. But she just sticks in a
cupboard somewhere”.
Source: gg-int-07-31 (Appendix B)
The interviews revealed that just possessing an item did not build any inherent
obligation to use it (Amaro and Gil, 2011). For most of the coaches they had been
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given their mobile phones by well-intentioned family, friends or carers. However, the
coaches did not perceive the mobile phones providing enough value to incorporate
them into their lifestyles. Part of this may be due to the mobile phones being
introduced as an ‘emergency’ device instead of devices that has day-to-day value.
The coaches had other systems for support for emergencies that they appeared to
understand and trust. We will revisit the concepts of added-value, trust and identity
throughout our work.
In regard to mobile phones, Coach Ruby was the one coach who actively uses and
takesß ownership of her mobile phone. She reported that when going out sometimes
she starts off using the bus and then may decide to use a taxi if she gets tired. The
mobile phone has the taxi numbers programmed so she can call one when she needs
one.
Coach Ruby: “I use mine quite often. When I go out sometimes I get
tired and decide I want to come back home. I can call for lift if I am not
up for waiting for the bus”.
Source: gg-int-09-18 (Appendix B)
Coach Ruby was inspired by her runner’s smartphone to attempt to purchase one
for herself. Coach Ruby lost vision in her right eye. When her runner, Marie, would
visit Coach Ruby began to play with her smartphone. She reported the screen and
size seem like it would be easier for her to use than her current mobile phone. Coach
Ruby went to a phone shop to attempt to purchase a smartphone. The salesperson
told her she was ‘too old’ and would not know how to use it. The salesperson
indicated they did not want Coach Ruby to ‘waste her money’.
Coach Ruby: “I kept trying Marie’s phone. The screen, size and weight
appealed to me. It seemed like it might be easier to use. On my mobile
it is hard to see text. I mainly use it by feel now”.
Runner Marie: “She even tried to go buy one once”.
Coach Ruby: “At the phone store, I asked about the screen phones. The
fellow kept saying I was too old and it would be too hard for me to use.
I told him I had a friend [Marie] who could help me. I just need to know
how to make calls”.
Source: gg-int-09-26 (Appendix B)
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Coach Ruby experience also points to the attitudes that persist around older people
and engaging with digital technology. The salesperson may have thought they were
being helpful by discouraging Coach Ruby from an expensive purchase she might not
use. However, there was a disconnect between listening to Coach Ruby’s actual needs
instead of jumping to judgement. Here we have another example of the stereotyping
that creates barriers for older people who identify a potential value in a digital tool
(Wandke et al., 2012).
The coaches reported either negative past experiences with digital tool engagement
or did not see their relevance to their lifestyles. Most of the coaches had mobile
phones that were given to them for emergencies. However, many of the coaches
reported they could not locate their mobile phones. They also tended not to take
mobile phones outside the home. Similar to what we observed in the day centre,
possession of a digital device does not necessarily translate into ownership. In both
the mobile phone and the computer classes the coaches were not invested in the
devices nor viewed them as adding value to their lifestyle (Peek et al., 2014).
These themes of uncertainty and irrelevance reveal potential for further investigation
which is discussed in the next section on the discovery phase. We ran a workshop
with coaches and runners to explore these themes further and devise potential solu-
tions for developing and testing.
5.5.2 Discovery Phase: Tea Party Workshop
In the discovery phase we brought together the coaches, runners and GoodGym
staff to explore the theme of uncertainty around the pairs’ visits. In regards to
their visits, the main issue for runners and coaches was uncertainty when one of
the party is not present and/or late arriving and/or rescheduling a visit. Working
with the GoodGym staff, we designed a ‘Tea Party Workshop’. The workshop was
an opportunity for the ten pairs to meet each other and share their experiences.
Through guided activities the pairs would discuss and explore potential solutions
for resolving issues around their visits. Through a coach-led discussion the idea of
a ‘magic digital picture frame’ was proposed. The ‘magic digital picture frame’ (a
digital tablet) would provide the means to notify and schedule visits, send messages
and track the runner’s path the coach’s home. Here we describe the workshop and
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how the magic picture frame concept was developed.
Figure 5.5: Coaches and runners at discovery tea party workshop.
5.5.2.1 Designing the Workshop
The workshop’s aim was to bring together the coaches, runners and staff to explore
issues around visits and potentially propose a solution to prototype and test. In
designing the workshop, we had to navigate the logistics of finding a sponsor for
venue and transportation for coaches. As well as designing the activities for the
workshop itself. We describe how the workshop came together.
Venue and transportation
The main challenge was finding a venue and organising the transportation for the
coaches. GoodGym was able to negotiate a free venue for the workshop and trans-
portation for the coaches with a local day centre. The day centre was keen to be
involved as GoodGym runners had weeded their garden. The day centre expressed
that it was an opportunity to thank GoodGym for their help. The day centre pro-
vided the venue along with tea and cake. The day centre was also in the position to
donate the services of a van and driver to transport the coaches to their café. There
were constraints that the workshop would have to be on a weekday and during the
afternoon. The weekday was necessary because the café was not open on the week-
ends. The afternoon was necessary because the van and driver would be needed to
available for their regular morning and evening transport route for their patrons.
The day centre could host on February 13th as they could confirm they would have
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enough volunteers and a van and driver were available that day to transport the
GoodGym coaches to and from the café.
Structure of the workshop
The workshop was scheduled for two hours total. The design assumed that thirty
minutes be allocated at the beginning for socialising with tea and cake. At the end,
thirty minutes for socialising and preparing transportation to take the coaches home.
The workshop activity was designed for forty minutes to provide for slippage in the
schedule. The workshop was composed of an introduction to the issues from the
interviews. Then open to group discussions and ideation. Various making materials
such pen/paper, clay, and Lego® would be provided to visualise ideas and facilitate
the discussion. The goal was to come a consensus on an idea to take forward and
test as a proposed solution.
Workshop Attendees
The ten coaches from the interviews were contacted to attend the workshop. Nine
of the ten coaches committed to attending the workshop. The van capacity was
limited to twelve people with one space for a wheelchair user. In the days leading
up to the tea party workshop we had five coaches cancel due to illness. We extended
the invitations to other coaches. Two additional coaches, who were not part of
the original interviews, were contacted and committed to attend. In the end, we
had eight coaches, five from the exploration interviews and three coaches that were
engaging with the participatory process for the first time. Two of the coaches had
carers attend the workshop with them. In addition to the coaches, two runners and
two of the GoodGym staff attended the tea party workshop.
Ideally, the same participants would be engaged in all the steps of the participatory
process (Simonsen and Robertson, 2012). In practice, this may be hard to achieve
with participants having various life events and scheduling conflicts (DiSalvo et al.,
2012). Most runners from the pairs, were unable to attend the workshop due to it
being in the afternoon on a workday. As we mentioned earlier, we had coaches who
became ill and were unable to attend the workshop. For the workshop, we had a
mixture of existing and new participants in the process. DiSalvo et al. (2012) points
out that in community-based organisations it is more likely one will have various
participants dip and out of the process along the way. We experienced this with
our own work with the GoodGym community. Below we provide a table of the final
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attendees and indicate which ones are new to the process.
The demographic of the attendees.
• Coaches: 5 males and 4 females aged early 70s to late 90s
• Runners: 2 female in early 20s
• GoodGym staff: 2 males in their early 30s
Table 5.7: Tea Party Workshop Attendees
Name Role Interviewed New
Maude Coach Yes No
Kay Coach Yes No
Mark Coach Yes No
Frances Coach Yes No
Tim Coach Yes No
Larry Coach No Yes
Simon Coach No Yes
Ben Coach No Yes
Maggie Coach No Yes
Ann Runner Yes No
Mary Runner Yes No
Ivo GoodGym N/a No
Mark GoodGym N/a No
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5.5.2.2 The Tea Party Workshop
Figure 5.6: Coach discussing how they would like to see the journey of their runner.
Upon arrival at the café the first thirty minutes consisted of the coaches, the runners
and GoodGym staff socialising with each other over tea and cake. This was the first
time the GoodGym coaches were meeting each other. Once the group had time to
settle, the researcher opened up the workshop part of the event with a discussion
regarding the coach/runner pairings. The themes from the interviews regarding
uncertainty around the miscommunication and/or expectation for the visits were
introduced.
The participants were invited to share and discuss their thoughts on the issues.
The coaches reiterated their concerns when a runner was late or when they left
to run home in the dark. The two runners present were able to contribute to the
discussion from the runner’s perspective. The runners confirmed their own concerns
when a coach was not present at a scheduled visit. The researcher then moved
the conversation on to ideas for supporting the pairs in alleviating these concerns
around their visits. Papers, markers, modelling clay, glue sticks, Lego® and pre-
printed icons and prompts were provided for the coaches and runners to express
and explore ideas. The coaches tended to talk through their ideas. They preferred
to direct either their carers and/or runners in constructing their ideas in writing,
or assembling pictures. Next we highlighted the main ideas that emerged out the
workshop.
Arrival time notification
The participants discussed the issue of the delayed arrival time of the runner, par-
ticularly if they left late from work. The runner is not always able to make a phone
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call in their office building as it was often a challenge to find a space they can talk
loud enough for the coach to hear. Calling from outside had too much background
noise for the coaches to hear the runner as well. The floor was open to alternative
ideas on notifying coaches of the runner’s arrival time.
To prompt the process the researcher proposed the idea of a lamp for the coaches’
home. The lamp could get brighter as the runner got closer to the coaches home.
The idea was to consider notifications that integrate in the home setting. The
coaches did not respond favourably to this idea. They stated they would likely
forget why the lamp was changing. Or they expressed that they would think their
lamp was broken. They also brought up the practical consideration of the location
of the lamp. If they were not in the same room as the lamp then it would be of no
benefit.
Coach Frances “I would forget what it [lamp brighting] means. I would
just think it was broken”.
Source: gg-ob-dis-19
Figure 5.7: Coach Frances’ response to lamp signalling runner’s arrival.
Coach Kay “It presumes that I am going to be in a certain room for the
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visit. It seems like it would be hit or miss if I would see the light”.
Source: gg-ob-dis-17
Figure 5.8: Coach Kay’s response to lamp signalling runner’s arrival.
Coach Mark “If I came into a room and the light was I on, I would just
turn it off. I am not sure I would remember it meant Sue was coming”.
Source: gg-ob-dis-23
Coach not home
The GoodGym staff and runners turned the discussion to the issue of a coach not
being present when the runner arrived. They proposed the idea of a sensor on the
floor that could indicate that the coach was home. The coaches did not like the
idea of being monitored within their home. Most of the coaches have emergency
cords and/or necklaces they wear in case they need to signal for help. They did not
like the idea of ‘additional’ monitoring. The idea was dismissed and the discussion
moved on.
Runner Ann: “I generally know that if Coach Kay is not home. She is
likely at the neighbours. Or forgot and went out. I do worry that she
may not be answering because something is wrong”.
Source: gg-ob-dis-37
CHAPTER 5. GOODGYM: INTERGENERATIONAL ACTIVIST COMMUNITY 174
Staff Ivo: “The runner knows to contact us if their coach doesn’t answer
when they visit. We do our best to contact the coaches and find out
what happened. The concern is that you (coaches) may be inside and in
need of help. Any ideas on how we can improve determining if you have
gone out or taken to hospital or home in need of help”?
Source: gg-ob-dis-32
The coaches main response was that they had several systems in place from contacts
to emergency call buttons. The coaches felt that these systems would be in action
by the time the runner and/or GoodGym staff found out there was an issue. That
the current system of following up on them was good enough.
Coach Maude: “I have my monitor (points to chest) that I am wearing
and there are emergency cords in my flat. They connected with profes-
sional services that will respond. I don’t need more monitoring”.
Source: gg-ob-dis-46
Coach Kay and Runner Ann shared their discussion around having to find Coach
Kay for some visits. Runner Ann expressed that she had come to understand that
Coach Kay was likely visiting nearby if she was not home. However, she was worried
about forgetting to follow up with GoodGym if Coach Kay was not home. That the
one time she does not follow up may be the time she really needed help.
Runner Ann: “I am getting used to Kay sometimes forgetting I am com-
ing. I am worried that since she is usually out or visiting neighbours,
that there may be a time she is in need and I am not aware”.
Coach Kay: “I know I need to do better by Ann. Maybe more reminders




The GoodGym staff proposed the idea of GoodGym TV. A channel the members
could tune into for news from the GoodGym community. This idea was further
supported by the researcher’s observation that during all of the interviews, save
one, the coaches had a TV on. The coach may have muted or turn down the volume
but they never turned off the TV during the interview. The coaches agreed that
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television was technology they were comfortable with and maybe would be a way
to keep informed with GoodGym. However, as the discuss progressed the coaches
began to become concerned about having additional technology ‘attached’ to their
TV. They did not want anything that would interfere with or ‘break’ their TV. It
became clear that for the coaches the TV was sacred. The runners indicated they
were not likely to tune into a TV channel as they mainly consumed media online.
For the runners, they engaged with GoodGym through email and the website.
Staff Mark: “We have been toying with idea of a GoodGym channel to
broadcast information to the community. What do think of providing
some type of augmented TV”?
Source: gg-ob-dis-50
Figure 5.9: Staff Mark captures the coaches responses to the GoodGym TV idea.
Coach Frances “For me I don’t want anything messing with my shows.
And I do not want anything new to figure out. I know how to work
my remotes and my TVs. Don’t give me something new to learn for my
TV”.
Source: gg-ob-dis-54
Runner Mary: “I don’t use a TV now. I watch what I want on my
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laptop. From GoodGym, I get what I want to know from the website
and the emails. A TV channel seems like overkill to me”.
Source: gg-ob-dis-63
Magic Picture Frame
Out of the television discussion, Coach Maude proposed the idea of digital picture
frame with images of her runner. Coach Larry, who has an interest in East London
history, added that he would like see photos of the path his runner takes to his house.
The runners are likely passing points of interest and he could tell them about the
history. The GoodGym staff then asked if the digital picture frame could do more
than just show pictures. This discussion began to revolve around the concept of a
‘magic picture frame’.
Coach Maude: “I have one of those digital frames with pictures that
rotates images. My daughter set it up with family photos. I would like
to add photos of Karen [her runner]. She is part of my family now”.
Source: gg-ob-dis-68
Coach Larry: “I have lived in East London all my life. I have researched
East London history and I often give talks in the community. I would
like to see where Alice runs. I may know about the sites she passes. I
could tell her about them. The East has changed a lot over the years”.
Source: gg-ob-dis-75
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Figure 5.10: Coach Larry’s ideas about seeing the journey of his runner.
Coach Mark: “To Larry’s point, I never thought about it before but
I don’t know how Sue gets to my flat. I too have grown up in East
London and know its history. Larry and I sometimes give talks together.
I could also share some interesting stories of sites that Sue might not
know about”.
Source: gg-ob-dis-79
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Figure 5.11: Coach Mark expressed his interest in knowing about his runner’s jour-
ney.
Runner Ann: “I think both Coach Kay and I could use reminders of
upcoming visits. I would like a way besides the phone to reschedule a
visit if one of us has to cancel”.
Coach Kay: I like the idea of a reminder. Our visits vary and I tend not
know when Ann is coming. I don’t want to bother her with calling all
the time.
Source: gg-ob-dis-88
Out of the discussion, three features were identified by the coaches and runners
for the magic picture frame. The coaches were interested to seeing pictures from
their runners and the route they took to their home. The runners wanted a way
to text messages to their coaches. Both runners and coaches wanted reminders of
when the next visit would be occurring. The coaches and runners both favoured
the idea of some type of communication through the magic picture frame. The
workshop concluded with decision to pursue developing a prototype for the magic
picture frame.
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Figure 5.12: Staff Mark captures the group’s ideas around the functions of the ‘magic
picture frame’.
Closing the workshop
At the conclusion of the workshop, the coaches expressed their enjoyment in meeting
the other GoodGym coaches and getting to explore ideas around their runner’s visit.
The coaches were in good spirits and sang together as a group on the bus as we took
them to their respective homes. The two runners who were present also expressed
that they had learned more about the visits and were enlighten by the different forms
of visits. The GoodGym staff found the workshop informative to have coaches and
runners together in a single space. The GoodGym staff realised that they had
group runs for the runners to meet each other but they had not focused bringing the
coaches together to socialise with each other. They would aim to consider how they
could engage the coaches with each other and the wider GoodGym community.
In the course of the workshop, the phase ‘magic picture frame’ was offered by one
of the coaches. The term was used throughout the workshop. Without any prior
arrangement before the workshop, the term iPad and/or digital tablet was not used
by GoodGym or the runners during the magic picture frame discussions. From
the interviews, we were aware that the coaches did not have a favourable view of
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digital devices beyond their TV and mobile phones. In the prototyping phase, we
present the development of the ‘magic picture frame’ as a co-design mobile/tablet
application with the coaches.
5.5.3 Prototype Phase: Tablet/Mobile App
In the discovery workshop, the coaches and runners conceived of the concept of a
‘magic picture frame’ to share messages, display visit reminders for each other, and
document their runner’s route. In the prototype phase, we co-developed the ‘magic
picture frame’ from paper prototyping to alpha version of the tablet/mobile app
for testing in-the-wild with the pairs. From this point forward the ‘magic picture
frame’ will be referred to as the ‘GoodGym app’. First we discuss the formation of
participants for the prototyping phase. We then present the co-designing work that
was conducted with the coaches. We follow with the description of the development
of the digital GoodGym app for both the coaches’ tablets and the runners’ smart-
phones. Then we describe the structure of the ‘in-the-wild’ testing of the alpha
GoodGym App with the pairs. We conclude with our findings presented in the form
of themes from thematic analysis.
5.5.3.1 The Participants
For the prototyping phase we had four pairs that participated for the duration of
the prototyping phase. Here we describe the limitations and events that informed
the final set of participants. Our first limitation was the number of digital tablets we
could afford for the study. We needed digital tablets with mobile SIM cards as none
of the coaches had internet access in their flats. We could afford five digital tablets
for the study. We first approached the pairs who had participated in both previous
phases to continue with the prototyping phase. Pairs Mark/Sue and France /Lacey
wanted to proceed with the prototyping phase. Next we approached pairs who had
participated in one of the previous phases. Pairs Ben/Barbara and Ruby/Marie
wanted to participate in the prototyping.
Shortly after starting the prototyping phase Coach Ruby had to leave the study
due to a family illness. Out of the pairs that had been involved in the process,
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Coach Sara expressed interest in participating in the prototyping phase. However,
her runner had recently left the country due to a work transfer. Coach Sara was
currently in need of a runner. The researcher decided to officially join GoodGym
as member and become Coach Sara’s runner. The researcher had been embedded
with the administration staff in the pilot study. Now the researcher would be em-
bedded in the coach/runner study to experience the process first hand. Heitlinger
(2015) recommends that one must be flexible and respond to the “messy reality” of
community-based participatory work. The researcher decided to view the series of
unexpected events as an opportunity to be embraced.
The final prototyping participants are presented in the table.
Table 5.8: Prototyping Participants
Name Role Interviewed Workshop
Mark Coach Yes Yes
Sue Runner Yes No
Frances Coach Yes Yes
Lacey Runner Yes No
Ben Coach No Yes
Barbara Runner No No
Sara Coach Yes No
Researcher Runner No Yes
Ethics Considerations
Pairs who had participated in the exploration and/or discovery phases were asked
if they would like to participant in the prototyping study. We clearly communi-
cated that participation the previous stages did not require them to continue in
the prototyping phase. GoodGym and the researcher made sure it was clear that
participation in the study was not a requirement for receipt of GoodGym’s services.
The pairs were informed that they could opt-out of the prototype study at any time
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without any consequences from the researcher and/or GoodGym. The participants
were provided with the researcher’s contact information, so they could contact the
researcher if they had any questions during the course of the study. The researcher,
GoodGym and the coach’s runner informed the coaches they could communicate
their desire to leave through their runner or to GoodGym staff if they were uncom-
fortable contacting the researcher.
The digital tablets were on loan from the university. The digital tablets were pro-
vided to the coaches only for the duration of the study. The researcher impressed
upon the coaches that the the digital tablets would have to be returned at the end of
the study. GoodGym was open to pursuing the App and digital tablets as possible
services if was received favourably by the coaches.
5.5.3.2 Paper Mockups (March 2013 to April 2013)
The concept of a tablet/mobile app was borne out of the discovery workshop. The
functions of scheduling, reminders, messaging and tracking runners were identified
as desirable by runners and coaches. To progress there needed to be a follow-up with
the coaches. The aim was to give the coaches the opportunity to explore in more
detail the functions and information that was important to them. The researcher
devised a paper prototype for the coaches to explore their ideas in the context of
digital tablet. The paper mockups were taken to the coaches homes and/or day
centre to work with them on ideas for how they would like to interact with the
device.
There were two sized of paper prototypes to represent the 7” and 10” sizes of digital
tablets that were available. The prototypes were constructed out of cardboard and
covered with ‘erase board’ film. The erase board film provides a write/ease surface
the same as standard whiteboard. The whiteboard type surface was important for
providing a means for flexibility and redesigning. As marks could be easily erased
and redrawn through the ideation process. The rewritablity of the whiteboard made
it possible to talk and draw ideas that can be easily augmented during the discussion.
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Figure 5.13: The 7” and 10” white board mockups of the digital tablets.
The researcher arranged to visit the coaches either in their home or at the day centre
for the paper prototype exploration. In the sessions, the coaches mainly wrote words
or verbally described the things they would like to do with the ‘device’. They were
not keen to draw images on the whiteboard. Similar to the workshop they would
direct the researcher to draw out their ideas. The following recurring ideas came
out of the paper prototypes.
• Pictures of runners
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• Date of next visit
• Write to runner
Figure 5.14: Coach Frances expresses ideas on seeing her runner’s journey.
Figure 5.15: Coach Mark expresses wanting to be able to encourage his runner.
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Figure 5.16: Coach Ben wanted to share stories with his runner between visits.
Figure 5.17: Coach Mark played with how writing messages might work.
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Figure 5.18: Coach Sara wondered about rescheduling visits.
Regarding the size, the coaches reported they favoured the 10” size over the 7” size.
The work with the paper prototypes and the coaches ideas were used to inform the
functions and features of the GoodGym app. The coaches had some awareness of
screen interfaces but not much practical experience. Therefore, the researcher used
the coaches’ input in conjunction with best practices for older people and mobile
interface design (Fisk et al., 2012; Medhi et al., 2011) to develop an the GoodGym
App.
5.5.3.3 Digital Prototype Development and Testing (May 2013 to Jan-
uary 2014)
Building on the input from the paper prototyping and best practices for designing
for older people (Fisk et al., 2012) and mobile interfaces (Medhi et al., 2011), we
developed an alpha GoodGym app system. The GoodGym app system was designed
to support the runners and coaches in managing their visits, tracking the runners
progress to a coach’s house and communicating in between visits. The functionalities
were informed by the work with the coaches in the paper prototyping and coaches
and runners in the discovery workshop.
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A digital alpha prototype of the GoodGym app was developed for the pairs to test
out their ideas in the context of their visits. The digital prototype effectiveness was
tested by the runners and coaches during their weekly visits over sixteen weeks. The
digital prototype was testing the effectiveness implementing the participants ideas in
supporting their visits real world scenarios. Additionally, the participants continued
to offer ideas about the evolution of the functionality during the prototyping phase
(Selwyn et al., 2003). The coaches and runners provided feedback through weekly
reports to the researcher in both verbal and written form during their visits.
5.5.3.4 GoodGym App Technical Development
The development of the GoodGym App involved partnering with an app developer,
project management, back-end and network development, and procuring the digital
tablets.
Master Student: App Developer
The researcher partnered with a masters student to develop the GoodGym Appli-
cation. The researcher sought a collaboration due to the practical consideration
that the researcher was not an application developer. Time constraints and wanting
to maintain momentum with participants, the researcher determined it was efficient
and practical to have assistance in developing the digital app quickly. The researcher
identified a masters student who was interested in developing their mobile technical
skills and motivated to develop the GoodGym app. The masters student worked
with the researcher and with GoodGym for six months as their placement project
for their masters degree.
The researcher took responsibility for designing the application system structure,
the technical requirements and the user interface for the digital tablet. The masters
student was responsible for researching and developing the back-end functionality of
the application system. The back-end development consisted of creating a database
and communication structure between the devices and the database. The masters
student and the researcher co-designed the user interface for the smartphone. The
masters student expressed a desire to learn about mobile interface design to balance
their back-end skills.
Agile Development Methodology
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To develop the GoodGym app, the researcher utilised Agile development methodol-
ogy (Martin, 2003). Agile development consists of a sprint board, two-week project
plans (sprints) and daily fifteen minute meeting (scrum). This method was chosen
by the researcher as they had used it successfully in their previous work as a project
manager in digital development. The aim of this method was to cultivate a culture
of open communication and quickly identify and solve any issues that occur during
the development process. Utilising agile development served two purposes. One it
gave both the researcher and master student a structure for the development and
execution of the GoodGym app. Two it gave the master student experience with
the agile process which is utilised by most digital development companies.
The entire app development was planned and tracked on sprint board where tasks
are categorised as pending, in progress, blocked or completed. Every two weeks
prioritised tasks were organised into a two week plan called a sprint that was designed
to tackle those tasks. Every weekday the researcher and the master student held a
15 minute scrum session where both reported their progress and blocks related to
the project. The flagged issues are then prioritised for problem-solving through the
‘sprint board’.
The researcher and the masters student worked in two locations. Monday, Wednes-
day and Friday they worked on campus out of a shared space with a computer
lab. Tuesdays and Thursdays they worked at the GoodGym offices. Working at
GoodGym provided the opportunity for the staff to collaborate on the development
of the GoodGym App. Ian, the technical staff, was able to work with the researcher
and the masters student integrating the GoodGym App with their data and plat-
form requirements. If the GoodGym App proved to be beneficial then the seeds
were being sown for carrying the development forward after the study ended.
The researcher, masters student and GoodGym technical staff all agreed that the
GoodGym App would be developed in HTML5 and Javascript. This decision was
made for practical considerations. HTML5 and Javascript would provide an app
system that both the researcher and the GoodGym technology staff member could
support when the master’s student placement was over.
Back-end Development
To further the ability to support a rapid development of the GoodGym application,
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a third party mobile development platform was utilised. Appery.io was used to
develop the communication system. Appery.io was chosen because it provided com-
prehensive support for mobile development from database, data push, and network
communication. For the network communication we set-up secure one-to-one con-
nections between the runner and the coach. This meant that through the GoodGym
app the pair’s communication was secure and only with each other. Appery.io of-
fered the ability to package and export the GoodGym app for Andriod, iOS and
web-based platforms. This was beneficial as the runners had iPhones, Androids,
and Windows based smartphones.
At the time we engaged with Appery.io it was a start-up development company.
The small staff was responsive to our inquiries and requests for bug fixes. The
ability to have a relationship and direct support from Appery.io was helpful in
quickly resolving bugs and blocks to keep the development process moving forward.
For the testing, the GoodGym app deployment was not seamless to all platforms.
There were adjustments that had to be made for each platform. The end result was
a working alpha application that supported testing out the members ideas. The
HTML5 and Javascript allowed the researcher and the GoodGym technology staff
member to continue to support the app for the duration of the prototyping phase
after the masters student’s placement time had ended.
Prototyping Equipment
The GoodGym App was developed for Samsung Tab 2 10 inch digital tablets. The
Tab 2 was chosen because it was one of the tablets that offered 3G access on the
tablet. The coaches were provided with a GiffGaff SIM card that provides unlimited
internet, texting and phone call functionality. The GiffGaff monthly fee was paid
for by the study. The 3G access was essential as none of the coaches had internet
access in their home. The cost for the tablets and the GiffGaff network were covered
by research funding. It did not cost the coaches or the runners any money to use
and test the GoodGym App prototype.
The coaches were loaned Samsung Tab 2 10” inch digital tablets with the GoodGym
App installed on the tablet. The runners downloaded the GoodGym app on their
personal smartphones. The mobile application was distributed via the Google Play
Store and Apple iTunes for Android and iPhone. For the Windows phone we used
a web based application. A link was provided and the runner could open it in their
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browser.






5.5.3.5 The GoodGym App Features
In this section we give an overview of the GoodGym app deployment and functions
between the runners and the coaches. The coach and runners app shared mutual
features such as scheduling visits and sending messages. For tracking runners visiting
their coaches, there were different features for both the runner and coaches. This
reflected the different needs of the runners and coaches. We indicate those differences
where relevant.
The GoodGym App provided three functions:
• Schedule a visit
• Send messages
• Track the runner’s run to the coach’s visit
Deploying the App
For testing, the GoodGym App was deployed to the runners and coaches. The
runners were sent an email inviting them to download the app with a link to either
iTunes, Play Store or a direct link to the web-based app depending on their operating
system.
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Figure 5.19: Runner’s GoodGym App downloaded on to an iPhone and tracking a
run.
For the coaches, the digital tablet with the GoodGym app was deployed during a
visit with their runner. The digital tablet was initially provided with a picture frame
stand. This was to reference the origin of the ‘magic picture frame’. Placing the
digital tablet on the picture frame gave it an initial context in the coach’s home as
they became familiar with having it around.
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Figure 5.20: Coach Ruby receives GoodGym App on digital tablet with picture
stand to give it context in the home.
Each coach tablet is paired with their runner’s app on their mobile phone. All
communication in the GoodGym app was only between the coach and runner. This
provided a means for the researcher to track the communication between the coach
and the runner. The pairing also helped simplify the process for the coach. The
coach knew all their communications went to their runner. The GoodGym App
homepage displays a photograph of the runner with their name. The date of the
next visit, if one was scheduled with the app. A button to schedule or cancel a visit.
A button to send and receive text and/or image messages to and from the runner.
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Figure 5.21: Coach Frances with digital tablet and locked so only GoodGym App
is accessible.
At deployment the digital tablet was locked to the GoodGym app open at full
screen. This was to curate a contained experience for the coaches only having access
to the GoodGym app on the digital tablet. By limiting access to the GoodGym app,
the aim was to support exploration with the unfamiliar digital tablet touch screen
interactions through the familiar GoodGym interface.
Figure 5.22: GoodGym app phone and tablet sign-in screen.
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Figure 5.23: GoodGym app phone and tablet home screens.
Schedule a visit
The schedule a visit feature was designed to alleviate the confusion around visit
day and times for runners and coaches. The date of the next visit was displayed.
Additionally, under the runner’s picture was a countdown of days to the visit. There
was a button that was context dependent. If no visit was scheduled, it displayed
‘Schedule Visit’. In this state, the button takes the user to a screen with where the
date and time for the next visit can be set.
Figure 5.24: GoodGym app phone and tablet schedule landing screen.
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Figure 5.25: GoodGym app phone and tablet schedule date screen.
Figure 5.26: GoodGym app phone and tablet schedule time screen.
Figure 5.27: GoodGym app phone and tablet schedule confirmation screen.
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Once a visit is scheduled a confirmation message is sent to runner. When the
runner receives the notification they can either approve or reject the visit. They can
reschedule by offering their own date and time that is sent to the coach.
Cancel Visit
In the exploration and discovery, it was reported that the most confusion was around
last minute changes to the visit. Both coaches and runners may need to cancel a
scheduled visit. This can be problematic by phone. Coaches may forget to call
and inform their runner that they have changed their schedule and need to cancel
the visit. The runner have changes at work or other commitments. They may call
but the message may not be received by the coach. The coach may not be able to
understand the voice message. The GoodGym app provides the ability to send a
message between tablet and phone to cancel a prearranged visit. This message can
be initiated by either the coach or the runner.
Reschedule Visit
Both the coach and the runner have the ability to cancel a visit and then propose an
alternative date to reschedule the visit. The partner receives the message informing
them that the visit has been cancelled. When the rescheduled date and time is sent,
the individual can choose to either accept or reject the proposed date.
Figure 5.28: GoodGym app phone and tablet schedule cancel existing visit.
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Figure 5.29: GoodGym app phone and tablet confirming rescheduled visit.
Runner Tracker
The runner has a GoodGym app on their phone that mirrors all the functionality
that the coach’s app has on the tablet. The runner’s app has the additional feature
of being able to track their runs. The runner could use the GoodGym to track any
run for distance, speed and location similar to commercial apps such as RunKeeper.
The coach run option was where the GoodGym app differs. Under the coach run
function, their mobile phone was paired with the coach’s digital tablet to allow the
two devices to communicate and track the runner’s progress.
Coach Run
Out of the discovery workshop came the idea of the coaches being able to see their
runner’s journey to their home. This function investigated the effectiveness of the
coach being able to monitor the progress of the runner to their residence. When
a runner activated their coach run, it triggered a change to the coach’s GoodGym
homepage. On the coach’s tablet the view changed from the homepage to a view of
a Google map. A marker representing the runner was displayed on the map. The
system tracks the runner’s progress and updates both the mobile phone and tablet
each minute. For the coach, each update changes the position of their runner’s
marker on the Google map based on the runner’s GPS. At the bottom of the map,
there is a countdown displaying the number of minutes until the runner’s arrival.
The counter is updated each minute on the map. The countdown moves down as
the runner gets closer to their coach’s location. When the runner arrives at their
coach’s home the tracking will automatically stop for both the runner and coach’s
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app. A message displaying that the runner has arrived appears on the tablet. For
the runner, the message congratulates them on finishing the run. Alternately, if it
the app fails to automatically stop the runner can end their tracker manually by
pressing a stop button on their app.
Figure 5.30: GoodGym app phone and tablet starting a coach run.
Figure 5.31: GoodGym app phone and tablet coach run in progress and updated
location and time.
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Figure 5.32: GoodGym app phone and tablet coach run indicates runner’s arrival
and prompt to schedule a new visit.
Messaging
The runners had requested the option to text their coaches in addition to phone
calls. The GoodGym app provided messaging capabilities. Through the GoodGym
app, the coach and runners could only message each other. The coach and runner
could send both text and images to each other. Images could either be taken with
the camera or selected from the device’s photo gallery.
Figure 5.33: GoodGym app phone and tablet new message indicator.
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Figure 5.34: GoodGym app phone and tablet read messages screen.
5.5.3.6 Summary GoodGym App
We have presented the development and functions of the GoodGym App. We covered
how these functionalities were informed by the work with the coaches and runners.
The process took the ideas proposed in the discovery workshop and further developed
and refined with the coaches and runners. The coaches were able to refine the design
through low-fi paper prototyping and preliminary designs presented in context of the
digital tablet which informed the alpha digital prototype. The coaches and runners
tested the prototype over five months in the context of their weekly visits.
5.5.4 Evaluation and Data Collection
The evaluation and data collection of the GoodGym App took place between Septem-
ber 2013 and January 2014. The GoodGym app usage was evaluated through in-
terviews, personality assessments, weekly visit observations and usage tracking. We
conducted an informal review of the video data and used it to supplement inter-
views, observations and usage tracking, which are the primary source of data. In
this section we describe the evaluation and data collection process.
The GoodGym was evaluated and data was collected across a variety of forms.
• Bookend interviews and personality assessments with pairs
• Weekly observation and documentation of visits
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• Tracking of tablet usage
5.5.4.1 Bookend Interviews and Personality Assessments
At the start and finish of the GoodGym app testing we conducted interviews with
the pairs. The introduction interview consisted of questions about their visiting
habits and their digital technology usage. The ending interview was conducted in
two parts and across two separate visits as there was too much information to cover
in one visit. The first part reissued the introduction interview with a focus on the
dynamics of the pairs visits and their general digital technology usage. The second
part focused specifically on their usage and experience of the GoodGym app. Having
these two separate interviews gave us the opportunity to have a visit/relationship
focused dialogue and a GoodGym app experience dialogue.
We were aware of our small group of participants. To help us gauge the openness
of our pairs to new experiences we conducted a personality trait questionnaire. We
used the ‘Big Five Model’ of personality traits (John et al., 1991, 2008). The model
evaluates across five domains: Openness to new experience; Conscientiousness; Ex-
traversion; Agreeableness; and Neuroticism (ibid). This is a widely used model in
large sample sizes. John et al. (1991) describes why it was developed and its purpose.
Previously, the field of personality was fragmented, with no generally
accepted paradigm or framework, and even the experts had to follow the
hundreds of instruments and concepts competing for research attention.
The Big Five taxonomy conceptualizes personality traits as broad and
generalized trends in the individual’s mental states, affective experience,
and behavioral expression, and it offers an initial descriptive taxonomy
that defines, at the broadest level of abstraction, five relatively distinct
domains of important individual differences. - (John et al., 1991)
Out of their work they have developed comparison sample mean based on age range
of 21 to 60 across the five domains (Srivastava et al., 2003). We had a small sample of
participants and wanted to address their openness compared to the average of people
in their age range. We administered the questionnaire to the pairs and compared it
to the average ranking for their age range. We acknowledge this a very limited and
imperfect method.
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Figure 5.35: Table showing the BFI results for the coaches and runners as compared
to their general age group.
5.5.4.2 Weekly observation and documentation of visits
During the five months of the study, the researcher attended the pairs visits to
document their usage of the GoodGym App. The researcher would arrange to
arrive at the coach’s home before the runner started their journey. This was usually
30 to 40 minutes depending on the runners journey time. At the start of each
session, the researcher asked the coach a standard question. ‘How are you feeling?’.
This was to help document and gauge the coach’s physical and mental state when
reviewing their engagement during the visit. The coach and researcher would track
the runners journey to the coach’s home. The researcher would then observe the
coach and runner during their visit. The visits were video recorded as supplement to
observation notes. Some weekly visits would be cancelled due to one party being ill
and/or having a change in plans. See the table below for observed and documented
visits.
Figure 5.36: Table showing the visits where the researcher observed the coach and
runner using the GoodGym App and digital tablet.
Note: The month of December the researcher was out of the country. During De-
cember the pairs visited and used the GoodGym app on their own. There was no
on-site documentation by the researcher during this period. While the researcher
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was out of the country they communicated with their coach through messaging on
the GoodGym app. The researcher also communicated with their coach outside of
the GoodGym app. Through the digital tablet we sent messages and we also had a
couple of phone calls.
5.5.4.3 Tracking tablet usage
The researcher issued usage tracking sheets with the digital tablet. The goal of the
tracking sheets was to document the coaches usage during the week and report any
issues they had while trying to use the GoodGym app and/or digital tablet. The
coaches did engage with documenting their usage and issues the first four weeks of
the study. By the fifth week the coaches were reporting they forgot to document.
The drop in documenting their usage coincided with their expanded usage of the
digital tablet. By the fifth week, the coaches were using other apps on the digital
tablet such as email, taking photos and internet searching. The evidence of their
usage came from the emails, photos and bookmarked sites that they shared during
their visits.
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Figure 5.37: Week 4: Table of responses of the coaches regarding their usage of the
GoodGym App and the digital tablet. (5 = strongly agree and 1 = strongly disagree
with the statement.)
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Figure 5.38: Week 12: Table of responses of the coaches regarding their usage of
the GoodGym App and the digital tablet. (5 = strongly agree and 1 = strongly
disagree with the statement.)
We will discuss the influences of the changes in the coaches engagement in the
findings section. We have described the type of data we collected. We have also
highlighted the pertinent data for the presentation of our findings in the next section.
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5.5.5 Findings



















In this section we describe the findings from our data set through thematic analysis
(Braun and Clarke, 2006) according to the steps described in detail in chapter 3.
We chose thematic analysis for its flexibility and potential to ‘provide a rich and
detailed, yet complex, account of data’ (ibid.). We approached our data coding with
specific questions or interests in mind. The researcher analysed the data through
our research questions:
• What can ageing in HCI learn about engaging older people with digital tools
in community-based organisations?
• Does embedded engagement add value to the community-based participatory
design process?
The researcher also coded parts of the data for items outside of the questions. These
items were interesting, surprising or potentially relevant to answering our research
questions. We acknowledge the active role a socially engaged researcher brings to to
this process. This active role manifests in making choices according to our research
interests and the organisation the data.
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5.5.5.1 Value-Added

















In this section, we describe the findings related to the perceived add-value of the
GoodGym app and the digital tablet for the coaches. We discuss the influence of
the digital tool being introduced through an invested context. The motivations and
interests that lead the coaches to explore the GoodGym App and then go on to
using other digital applications. Having the digital tablet available in their home
had some contribution to their digital engagement. This leads to the discussion
of the coaches ability to be self-paced their exploration. Together these influences
contributed to the coaches sense of control over their own digital engagement and
experience.
Invested introductory context
The coaches had the digital tablets in their home available to use at any time.
Accessibility and convenience alone is not enough to prompt engagement with new
digital devices (Lindley et al., 2008; Selwyn, 2006; Sloan and Sayago, 2012; Sun et al.,
2014). There needs to be a perception of an added value that is significant enough to
motivate usage, learning and adoption. We saw the disconnect between accessibility
and adoption in regard to the coaches’ ‘emergency’ mobile phones. As we reported
in the exploratory study, the coaches had mobile phones they did not use. The
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mobile phones had been given to the coaches with the sensible intent of providing
support for emergencies. The coaches did not accept that the mobile phone offered
better support than their existing emergency tools and services. The result was
an absence of engagement with the mobile phones. This was demonstrated by the
phones being misplaced or laying around with dead batteries. Mere possession of
the device did not manifest into engaged ownership.
The digital tablets and the GoodGym app were not introduced as a foreign tool to
solve an abstract problem. Theses digital tools were a manifestation of the coaches
and runners ideas to solve the communication issues that were important to both
parties. This was a relationship in which they were both invested. The digital
tablet was not given to the coaches like the mobile phones. They were a physical
manifestation of their own ideas and needs. Unlike the abstract notion of some
future emergency, here was a digital tool for solving issues that were important to
the coach’s lifestyle.
Figure 5.39: Coach Mark tracking runner Sue for the first time.
Coach Mark “It is amazing to see how our discussion on a digital picture
frame has become this [digital tablet]”.
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Source: cm-ob-proto-01-08 (Appendix C)
Coach Frances “Before it was images on paper. Now I am watching
Lacey run on a map”.
Source: cf-ob-proto-06-14 (Appendix C)
The context of how new digital tools are introduced to older people is an impor-
tant consideration. With our participatory work we have seen how engagement
throughout the development process fostered investment in the digital tools.
Connected Conversations
One of the reason we choose GoodGym for the long-term study was the weekly
visits between the runners and coaches. The weekly visits of the runner prompted
the usage of the digital tablet. At the beginning of the prototype phase, the coaches
reported that they felt the ‘should’ or ‘needed to work’ on the tablet. The coaches
initially reported using the tablets only during the visits with the runners. As the
coaches began to use the messaging aspect of the GoodGym app they expressed
desires to try other forms of communication to connect with the family and friends.
As the coaches, expanded their use, they began to see the digital tablet as an asset.
The terminology changed from ‘work’ to ‘entertaining myself’.
Figure 5.40: Coach Frances learning to send a message to her runner. At the
beginning of the study, she would refer to this as ‘work’.
The coaches first focused on using the GoodGym app to support their visits. The
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nature of the pairs relationship and visits influenced which aspects of the app they
tended to engage with. The run tracker allowed the coaches to see the path their
runner took to their home. In the discovery workshop the discussion was around
seeing the locations and the coaches sharing their knowledge of the East London area.
We observed that viewing their runner’s journey did influence their conversations.
Coach Ben witnessed Runner Barbara’s progress to his home. As he watched her
journey he began to question the path she was taking. Barbara was taking a longer
route to his house. She could have taken a much shorter path. When Barbara
arrived he teased her about taking the longer path.
Figure 5.41: Coach Ben tracking runner Barbara for the first time. He questions
why she did not take a quicker route to his home.
Coach Ben: “Now I know you have been avoiding me”.
Runner Barbara: “What do you mean”?
Coach Ben: “You could have taken a much shorter route through the
park. Instead you went around the outside”.
Runner Barbara: “Haha. I need to get my run in. I am not always going
for the most direct route”.
Source: cb-ob-proto-01-34
Coach Mark discovered that Runner Sue took a path similar to the one he walks
around his neighbourhood. When Sue arrived they discussed the similarities in their
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path.
Figure 5.42: Coach Mark tracking runner Sue. Discussing that she needs to ‘beat
the lights’ at the intersection he knows has a long traffic light cycle.
Coach Mark: “You take my route down [x] Street. You come up the back
way. Most people don’t know that street goes through to my building”.
Runner Sue: “I discovered it shortly after I starting visiting. It is helpful
if I am running late”.
Source: cm-ob-proto-01-21 (Appendix C)
Runner Sue expressed that she was surprised by the pressure the run tracker put on
her. Knowing that her arrival time was being monitored she reported that she ran
faster than she normally does for a coach run.
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Figure 5.43: Runner Sue discussing how being monitor while she ran. She felt
pressured to run faster than she normally would to her coach.
Runner Sue: “I was really surprised at the pressure I felt running tonight.
I knew that I my time was being monitored. It made me run faster
tonight than I normally do for a visit”.
Coach Mark: “I was watching you on the screen. I kept saying run faster.
You can do it faster”.
Runner Sue: “Ha. I must have been picking up your encouragement”.
Source: cm-ob-proto-01-37 (Appendix C)
Over the course of the testing, the countdown to arrival influenced the runner’s
running behaviour and conversation with their coaches. The runners were aware
that their arrival time was being monitored. For the coaches, the change in arrival
time in conjunction with their location informed them of what may be happening
on the streets.
Coach Mark was monitoring one of Sue runs and noticed that the time arrival started
to increase. When he looked a the map, he saw that she was caught at a long traffic
light. During the visit they shared their annoyance with the excessively long light
along with their own strategies to beat it or avoid it.
Coach Mark: “I saw your time go up. Then I saw on the map you were
caught at that long light”.
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Runner Sue: “Yes, I usually try to time it right to catch it green. Tonight
I was off”.
Coach Mark: “When I realise I am going to catch it, sometimes I take
another way around. There is a longer cut through”.
Runner Sue: “I know the one you mean. I will often do that to keep
running. Tonight I was feeling a bit lazy and took a break at the light”.
Source: cm-ob-proto-04-19
Coach Frances began to realise that if Runner Lacey’s time went up she might be
meeting people on the street. During their visits Coach Frances would inquire about
who Lacey met on the street.
Figure 5.44: Runner Lacey discussing how she met friends on the street and stopped
to chat until she remembered she was being ‘watched’.
Coach Frances: “I saw where you stopped for a bit along the way today.”.
Runner Lacey: “I ran into a friend on the way. We hadn’t seen each other
in a while. We were chatting. I had to tell them I was being watched
and needed to complete my run ”.
Coach Frances: “You should have invited them to come along and meet
your watchful coach”.
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Source: cf-ob-proto-05-14
The run tracker and countdown was designed to serve as a indicator of the runner’s
arrival. Over the course of the study it began to convey more information between
the coach and the runner. The coaches began to learn their runners’ patterns and
understand more about their lives. The little things that may not be brought up
in their normal visits, such as sharing knowledge of the coaches neighbourhoods, or
the friends and frustrations they may encounter on their coach runs. The runners
share their mood depending the pace and routes they take to their coaches home.
These features influenced the conversations between the coaches and runners. As
the coach may inquire about what they witness on the tracker whether it was a
delay or a deviation on the route. These simple inquiries by the coach may prompt
the runner to open up on issues effecting them.
With minimal tracking information, we witnessed the pairs’ conversations emerge
around details that may not have previously come up during their visits. Simi-
lar work around distance and engagement between people have demonstrated that
minimal prompts can evoke rich and meaningful understanding. Riche and Mackay
(2010) reflected on their own work with connecting older people through the minimal
interfaces of an activity tracking clock.
Even though they do not guarantee greater closeness, communication
appliances can increase feelings of connectedness between participants.
- (Riche and Mackay, 2010)
The run tracker was intended to provide expanded context for conversation between
the runners and coaches through sharing their journey. The countdown clock added
an additional layer of engagement. For the runners, it was a boost to take their
coaches runs more seriously in terms of pacing. For the coaches, the fluctuation of
the countdown telegraphed happenings along the run from traffic lights to meeting
friends along the way. The runners and coaches better understood each other’s
habits and rhythms. The result was another layer of connection between the pairs.
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5.5.5.2 Emerging Independence




Interest-led learning Sustained digital tool
engagement supports
important interests.











Ad-hoc support groups Sustained engagement
and learning motivated
by peer support and
encouragement.
At the beginning of the study the coaches reported that they did not have the desire
to engage with digital tools beyond their TVs. During the discovery phase it was
the coaches who initiated the idea of and then conceived a ‘magic picture frame’.
In the end they were using digital tablets for four months. Over the course of the
testing we observed the coaches moving from hesitant users to engaged explorers. A
couple of the coaches formed their own ad-hoc support group outside of GoodGym
and the study.
Interest-led learning
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In the day centre study, we reflected on the switch from tasked-based to interest-led
learning in the technology class. In GoodGym, we saw a similar evolution. The
difference with the coaches was an organic self-driven transition. While the coaches
conceived of and co-developed the GoodGym app and the digital tablet, their initial
engagement and language evolved around the perception of obligatory tasks related
to their visits. One of the reasons we choose GoodGym for the long-term study
was the weekly visits between the runners and coaches. The weekly visits were a
point of context and of invested interest between the pairs. The visits did provide an
introductory prompt for using the digital tablet. However, the engagement oscillated
between positive and challenging experiences.
At the beginning of using the GoodGym app, the coaches reported only using the
tablets around or during the visits with the runners. Their language referred to the
sense of resistance and obligation in regards to engaging with the digital tablet and
the app. They used terms such as ‘should’ or ‘needed to’ or ‘work on’ in relation to
their tablet usage.
Coach Frances: “I get it out when I know it is time for you [Researcher]
and Lacey to visit. I haven’t worked on it since the last visit”.
Source: cf-ob-proto-02-05 (Appendix C)
Coach Ben: “I keep it on the stand by the stove. I know I should try it
out after she visits. But is does make a nice clock with Barbara’s smiling
face, I like that”.
Source: cb-ob-proto-02-12
Through further inquiry they revealed the some of their hesitation was around a
fear of breaking the digital tablet and/or the GoodGym App. They had to be
reassured that a) breaking the digital tablet was quite difficult and b) even if it did
happen they were not liable for any damage. We were observing the similar issue
around using loaned equipment that we flagged up in the day centre study. While
the GoodGym app concept was theirs, it was housed in hardware that was not.
The fear and the sense of obligation brought into question the power of context and
interest-led engagement. The early weeks saw sparks of interest and engagement
with lulls between visits.
A corner began to turn as the runners encouraged the coaches through using the
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messaging component of the GoodGym App. The runners were interested in being
able to engage with their coaches beyond phone calls. The GoodGym app offered
an opportunity for the runners to invite the coaches to engage through messages
and photos.
During a visit Coach Mark and Runner Sue practised messaging to each other on
the couch. The next day Runner Sue and Coach Mark were messaging each other
through the GoodGym app. Coach Mark was in his 90s and had never used a
keyboard before. His first message was run together. As the time progressed he
became more comfortable with messaging.
Coach Mark’s and Runner Sue’s first message exchange.
”Tue Sep 17 2013”,”time”:”14:40:28 GMT+0100 (BST)”,”text”:”Good
afternoon (Mark)! I hope you are having a great day! from (Sue)”,
””Tue Sep 17 2013”,”time”:”17:17:28 GMT+0100 (BST)”, ”text”: ”jjusttd-
doingm6wwashinghaveaanlceevveniing”,
””Wed Sep 18 2013”,”time”:”13:56:53 GMT+0100 (BST)”,”text”: ”hi
Mark! Here’d another chance to practice your typing! Remember to ask
your nephew for his e-mail address also. Have a great day! Sue”
Source: Coach Mark GG App message log
Once Coach Mark experienced how messaging worked, he expressed a desire to send
messages to members of his family.
Coach Mark: “Can I use this [GoodGym App] to send messages to my
nephew? I know he has one of those touch phones”.
Researcher: “You can’t through the GoodGym app. This app only con-
nects you to Sue. You can send messages to your nephew if you are
willing to try the texting app that comes on your digital tablet”.
Coach Mark: “Yes, I want to try sending a message to my nephew. Can
we try it now”?
Source: cm-ob-proto-02-23
Sue and Coach Mark worked together to exit the GoodGym app and find the texting
app on the digital tablet. Coach Mark had his nephew’s mobile number. Sue guided
Coach Mark on inputting the nephews name and number. Coach Mark sent a text
message to his nephew. About 10 minutes later, Coach Mark’s landline phone rang.
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It was the nephew calling to see if Coach Mark had really sent the text. Coach Mark
confirmed that he was now ‘into texting’.
Figure 5.45: Coach Mark sending his first text to his nephew.
”2013-09-23 21:13:09”,”Sent”,”’Hi (newphew) here is a text”
Source: Coach Mark text app message log
For Coach Sara, she progressed from messaging to internet searching and online
bargain hunting. Through our visits, the researcher came to learn that Coach Sara
loved researching and finding bargains. The visits often had her showing off items
she found in charity shops and bargains. These were generally for her church in
the form of prizes for events or items for their food bank. Then there was her
curiosity that drove her to spend time at the library researching. In particular, she
was interested in the history of her home town.
Coach Sara: “I hear about Google. You can find about things on
Google”.
Researcher: “Yes, you can. Google is its own app. It means you will
need to leave GoodGym App to use ”.
Coach Sara: “Can we try it now”?
Source: cs-ob-proto-03-01 (Appendix C)
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Figure 5.46: Coach Sara looking up the value of a doll she found at a jumble sale.
The researcher and Coach Sara work together to use the Google search on the digital
tablet. The researcher provided guidance on putting in search terms as Coach Sara
would start will full sentences. Once Coach Sara had access to searching she began
using the digital tablet fairly consistently. She claimed she had developed Google-
itis.
Coach Sara: “I told my son that I am developing a bad case of ‘Google-
itis’. I will settle down in bed with it [digital tablet]. And the next thing
I know it is nearly midnight”.
Source: cs-ob-proto-06-23 (Appendix C)
CHAPTER 5. GOODGYM: INTERGENERATIONAL ACTIVIST COMMUNITY 220
Figure 5.47: Coach Sara recording her development of ‘Google-itis’ in the usage
tracker form.
For most of the coaches the messaging was the gateway to inquiring usage beyond
the confines of the GoodGym app. Coach Ben was inspired by the run tracker and
wanted to access the maps on their own. He was riding with a friend to the airport
and he wanted to track the route for their journey.
Coach Ben: “I assume I could use this [digital tablet] like those car
GPS”.
Researcher: “Yes. Not in the GoodGym app. But with the Google
Maps”.
Coach Ben: “Let’s look at Google then. I am going with my mate to
pickup a relative from the airport. I told him, I thought I could map a
route with this”.
Source: cb-ob-proto-05-15 (Appendix C)
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Figure 5.48: Coach Ben and Runner Barbara creating routes on Google maps.
Coach Ben and Runner Barbara worked together on setting origins and destinations
on the Google maps. Coach Ben reported later that they had mixed results with
the navigation.
Coach Ben: “It seemed to freeze at some points. Other times it would
say it had lost the signal”.
Researcher: “That happens sometimes. There are sometimes issues with
the signal getting through. Did you lose your mapped route or did you
lose the marker that showed your location”?
Coach Ben: “We lost the marker that showed us where we were. The
line showing the route did stay”.
Source: cb-ob-proto-06-23 (Appendix C)
As the coaches began to use the messaging aspect of the GoodGym app they ex-
pressed desires to try other form of communication to connect with family and
friends. Then expanded further to internet searching and travel navigation. As the
coaches, expanded their use, they began to see the digital tablet as an asset. Their
terminology changed from terms referencing ‘work’ to phases such as ‘entertaining
myself’.
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Self-paced engagement
The move from visit-focused usage in the GoodGym app to interest-led usage was
supported by the coaches being in control of their engagement. The weekly visits
gave a benchmark for usage around the visits as their comfort and types of usage of
the digital tablet grew at their own individual pace.
Coach Mark was fairly quick in adopting messaging through the GoodGym app and
then texting through the digital tablet. He reported that he could sit out in his
garden and play with it.
Figure 5.49: Researcher arrived for a visit to find Coach Mark sitting in his garden
with his tablet.
Coach Mark: “I will take it with me when I go to sit out in the garden. I
may fuss around for a few minutes. Or longer if I am sending a message
or looking something up”.
Source: cm-ob-proto-05-13
Coach Frances expressed that she like keeping the digital tablet on her kitchen table
where she watches her TV shows. She would use it to look up and an interesting
fact or place that was mentioned on a show.
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Figure 5.50: Coach Frances looks up videos for an opera singer she heard about on
one of her shows.
Coach Frances: “I often hear things that I want to know more about. But
I am not going to go to the library. Sometimes I would ask my daughter
about it. Now, I can look it up on the spot. Sometimes unexpected
results come up. But those can be interesting too. I am getting used to
how to search”.
Source: cf-ob-proto-08-31
Coach Ben expressed that he liked the availability with the lack of demand. He
liked the ambient presence of the GoodGym homepage with the time, weather and
visit reminder. It was useful as a display as well as a searching and navigation tool.
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Figure 5.51: Coach Ben has digital tablet on his desk with GoodGym App home
screen.
Coach Ben: “When I was keen to navigate to the airport. I used it
several times to play around with the maps. Lately, I leave it on the
desk between Barbara’s visits. I can pick it up for a few minutes or leave
it for a few days”.
Source: cb-ob-proto-04-09 (Appendix C)
The ability of the coaches to control their own engagement seemed to encourage
consistent usage over time. In the beginning, they would wait until the visits to use
the digital tools as that was the original context of the development. They were
now finding other interests that the digital tablet could support. With the tablets
being in their home, they were free to explore their interest at their own pace. The
amount of engagement and what they did outside of the GoodGym app was driven
by their own interests and motivations.
An interesting note was that the coaches would occasionally ask about what the
other coaches were doing. There was a sense of curiosity on of how they compared
to each other.
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Coach Frances: “[Coach Mark] is he doing searches too”?
Researcher: “Yes”.
Coach Frances: “What does he look for”?
Researcher: “Like you, he use it for the things that interest him. Why
are you inquiring about what the other coaches are doing”?
Coach Frances: “Just curious. How am I doing ”?
Researcher: “Do mean how are you doing with the tablet”?
Coach Frances: “Yes. Am I keeping up”?
Source: cf-ob-proto-09-24
Even without being together in the confines of a classroom setting there developed
a sense of comparison between the coaches. We focused on the pairs and visits. The
coaches knew about each other. There arose an instinct to gauge ones’ progress.
Supported co-learning
During our study, we found that the digital tablet was a platform for co-learning
between the coach, the runner and other members of their social circle. At the time
of the GoodGym study, the digital tablet was evolving from an mere accessory into
the workplace digital tool it has become today. While runners were familiar with
touchscreen interfaces on their own mobile, they had limited experience with using
digital tablets.
The coach and the runners became comfortable with the The GoodGym app func-
tions within two to three weeks. By week four, the coaches expressed a desire to
expand their experience beyond the GoodGym app.
The runners and coaches worked together download the apps and learn the features
that supported their interests. The coaches became more confident in the digital
tablets and began to carry the tablets with them to social events such as family
gatherings, church and as navigational tools on car rides. The coaches reported
surprise when younger family and friends did not know how to use the digital tablet.
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Figure 5.52: Photo Coach Mark took at a family gathering to practice his photo
skills.
Coach Mark took his digital tablet to family gathering. He wanted to get more
mobile numbers so he could text more of his family.
Coach Mark: “I was surprised that I had to show them how to add their
email to the contact list. I am the oldest one of the bunch”.
Source: cm-ob-proto-03-38
In preparation for his trip to the airport, Coach Ben and Runner Barbara worked
on making routes on Google maps. Coach Ben wanted to save his route. Together
they looked up how to do it and tried it out.
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Coach Ben: “I thought all you young people knew all about this stuff”.
Runner Barbara: “No not really. There is so much to know and it is
changing all the time. I have never had a reason to save a map. So I
haven’t tried it before. We both are learning something new today”.
Source: cb-ob-proto-05-26 (Appendix C)
The following visit, Coach Ben reported that he mentored his friend in using the
digital tablet and the Google maps as a navigation device. We see the beginning of
Coach Ben seeding his friends and neighbours interest in digital tablets.
Coach Ben: “I took the tablet to help navigate our way to the airport.
I had my mate navigate. I had to show him how to use the Google map
to follow the route”.
Source: cb-ob-proto-06-11 (Appendix C)
The coaches reported that the experience of demonstrating their new skills helped
them gain confidence in using the digital tablets. They also reported that these
experiences helped them understand that with the changing digital landscape that
most people were constantly learning each new wave of digital tools.
Problem-solving
In the day centre study, we highlighted problem-solving skills as an influence on con-
fidence and independent usage. In GoodGym, coaches engaged in problem-solving
from the classic turn off/on, to using the tablet as a stop gap when other technology
failed. They continued to demonstrate problem-solving skills as they explored using
the digital tablets and their interests at their own pace.
The first issue the coaches universally encountered was using the touch screen. The
coaches initially attempted to use the touchscreens with their fingers. This presented
some challenges for the coaches. The coaches had issues with not being able to
activate their tablet due to their fingers being dry. Coach Frances was attempting to
log in to the GoodGym App. Runner Lacey tested it and it responded to her touch.
The researcher has dry skin and sometimes has issues with getting touchscreens to
response to her touch.
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Figure 5.53: Coach Frances attempts to use the digital tablet for the first time. She
has trouble activating the screen with her dry fingers
.
Coach Frances: “I press and nothing happens”.
Researcher: “I have dry skin and sometimes my fingerprints don’t scan.
Let’s wet your fingers”.
{The researcher goes to wet a paper towel.}
Coach Frances licks her pointer finger and presses on the touchscreen.
Coach Frances: “Now it is working.”
Researcher: “Here is a damp towel so you don’t have to lick your fingers”.
Coach Frances: “It is like turning pages stuck together in a book”.
Source: cf-ob-proto-01-08
Coach Ben had difficulty with using his fingers because he does not much feeling in
them. It made it challenging to navigate the screen.
Coach Ben: “I can’t feel much. So it is hard to figure out how hard to
press and how long”.
Source: cb-ob-proto-01-03
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Figure 5.54: Coach Ben found a stylus helpful since he has limited sensation in his
fingers. He also felt his fingers were too big for the screen
.
On the fly in their first encounters with the touchscreen the coaches figured out how
to make the interaction work. From licking their fingers to diligently navigating the
screen. For the long-term, the researcher obtained and distributed a stylus to all
the coaches to assist in their touchscreen engagement. The digital tablet even had
a hole for attaching the stylus. However, the coaches tend to keep the stylus where
they kept pens or other items such as desks, coffee tables or kitchen tables. Most
of the coaches preferred the slim stylus. Coach Ben preferred large fat stylus as it
was easier for him to grasp. The use of the stylus improved the coaches’ interaction
with the touchscreen.
When the coaches expanded their exploration beyond the GoodGym app they en-
countered new challenges. They responded to these challenges both on asking for
help and on their own.
Coach Sara reported that when she first started searching on Google she would get
‘lost’ in clicking through results and pages. She would end up on webpage and want
to go back to her original search page. In her early explorations she was not sure
how to navigate back through previous pages, use the history view and/or restart
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the application. She would end up turning the digital tablet on and off again to
restart the device.
Coach Sara: “Sometimes I end up on a page. I don’t know how I got
there. I was not sure how to get back to the Google home. So I just will
turn the tablet off and then back on to start over”.
Source: cs-ob-proto-06-33 (Appendix C)
Coach Sara’s technique was her stop gap as she learned how to navigate the search
engine interface and became comfortable with navigating between application. The
researcher pointed out that turning on and off is a common recommendation for
digital devices. That her instincts are reflected in digital culture. The researcher
showed Coach Sara a clip from the IT Crowd, a TV comedy show about IT staff,
that highlighted the turn on/off as default problem-solving response to any digital
devices. This was to help communicate that her instinct is in-line with most digital
technology users. As Coach Sara became more comfortable with and learned about
the interface, she relied less on the turn on/off technique.
Coach Sara became more comfortable with the interface. She learned to used the
history and the bookmarking tools. The digital tablet supported her existing interest
in researching topics of interest.
Figure 5.55: Coach Sara using the history and bookmarking tools to show the
researcher information she had been reading.
Coach Sara also learned about using forums. She was looking up her ancestral his-
tory on a family member. She found that the advertised ancestry websites required
a payment to see any of the information. Through her exploring she found forums
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where people were searching the same family names and history. She engaged with
the forums to find more information on her family history.
Figure 5.56: Coach Sara looking up advice on forums.
Coach Sara: “The forums are more personal. People telling who they
are. They help each other out in finding answers”.
Source: cs-ob-proto-10-51
Coach Sara explored and developed her skills using the digital tablet and the in-
ternet. She has talked about how she would spend more time than she expected
when using the digital tablet. It provided a new access to the type of information
and interest in history that she already had. She was motivated to understanding
navigating searches. She wanted to be able to find websites again so she could share
them with her runner, family and friends.
Coach Mark ended up using the digital tablet as a stop gap when his landline phone
was broken. It took two days for his phone line to be repaired. During that time he
used the text messaging on his tablet to communicate with his nephew.
”2012-11-14 21:14:45”,”Received”,”’Hi (Coach Mark) any news about
your phone yet?”
”2012-11-14 21:17:39”,”Sent”,”’ Hopefully in two days”
”2012-11-14 21:19:27”,”Received”,”’Good to hear. Is this the 1st time u
CHAPTER 5. GOODGYM: INTERGENERATIONAL ACTIVIST COMMUNITY 232
have texted since the phone broke?”
”2012-11-14 21:22:12”,”Sent”,”’.;W ith out pollies help”
”2012-11-14 21:25:00”,”Received”,”’I thought so.”
Source: Coach Mark text app message log
Here Coach Mark used the digital tablet as a solution to a problem with his existing
technology the landline phone. This was an example of the type of situation people
had in mind when they gave their older relatives mobile phones. However, the
notion of an ‘emergency’ was too abstract to prompt engagement. By the time his
phone had a problem, Coach Mark had been messaging with his runner through the
GoodGym App. He had previous experience with using the tablet’s text app and
sending messages to his nephew. When the phone problem occurred he knew he
could use the digital tablet to say in touch. He did not need to learn a new skill at
a time of stress. He could build on existing experience.
The researcher did inquire if Coach Mark had considered using the phone app on
the digital tablet. He reported he had but was not sure how it functioned and he
knew how to text.
Coach Mark: “I did open up the phone and look at it. I was not sure
how the speaking and listening worked. It was just easier to type. I
know how to do that. (Nephew) responded quickly”.
Source: cm-ob-proto-08-22 (Appendix C)
As the weeks progressed the coaches engaged with apps and functions outside of the
GoodGym App. They became comfortable with exploring the digital tablets and
less worried about breaking them. The coaches problem-solved using the digital
tablets and their offerings. They also used the digital tablets to solve problems with
other technology, such as Coach Mark and his phone.
Ad-hoc support groups
Two of the coaches, Ben and Sara, formed their own ad-hoc support group outside
the context of GoodGym. Both Coach Ben and Sara seeded their immediate friends
and neighbours with an interest in using digital tablets. Coach Ben started taking
his digital tablet to his building’s tea socials to share his interest in music. Coach
Sara took her digital tablet to church. Initially she took it to get help with signing
up to church’s email newsletter. Then later she would take it to share information
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she had researched.
When the researcher returned from being away over the month of December, Coach
Ben reported that his neighbour had purchased a digital tablet.
Coach Ben: “I have been sharing my tablet with my neighbour [x]. He
took down the the type of tablet. Over Christmas he got his own tablet.
Now we get together to go on the internet ”.
Source: cb-ob-proto-17-47
Coach Sara had a similar experience with a friend who had been given a digital
tablet but never had used it.
Coach Sara: “My friend [x], was impressed with what I have been doing
on it [digital tablet]. She had been given a iPad by one of her children.
She never used it and thought it had been lost or stolen. She called me
up a few days ago. She had found it and wanted to know if I would help
her use it. We are going to meet during Golden Time at the library”.
Source: cs-ob-proto-18-38
Both coaches shared their own interests and passions with their peers through the
digital tablets. Their sharing demonstrated to their peers how the digital tablet and
internet access could support other’s interests. By the end of the study both Coach
Ben and Sara had small peer support groups where they came together to share
their interests and tips for using the digital tablets.
Coach Ben: “We now have three or four of us that meet over tea time.
Mostly we share what we found in music or videos. Sometimes if someone
is having an issue with their iPad we help each other out”.
Source: cb-int-proto-02-53 (Appendix D)
Coach Sara: “Mainly [x] and I meet to help each other with searching
and emailing. Occasionally, some other friends will come to see what we
are doing. [Another friend] keeps inquiring about the tablet. I think he
is going to get one soon”.
Source: cs-int-proto-02-39 (Appendix D)
By the close of the study, the coaches had evolved into varying degrees of inde-
pendent usage with the digital tablets. It was the combination of exploring their
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interests at their own pace. They had the support of their runners as they learned
and expanded their skills and comfort with the digital tablets. The coaches reported
that without the context of the visits, they were unlikely to have tried using the dig-
ital tablets on their own. The coaches then extended this support to their peers.
Through sharing their own experiences they encourage others. Those who joined
the coaches in using digital tablets seem to see how it supports their own lifestyle
and interests.
The social network might not only influence and support seniors to
use the Internet but also provide offliners with second-hand access. -
(Friemel, 2016)
In our work, the rise of the ad-hoc groups happened organically among the coaches.
They continued after the research work closed. This points towards the opportunity
to design for peer-to-peer support among older people. As it has been pointed out
that support is essential for older people’s adoption and sustained use of digital
tools (Hartnett et al., 2013). Here we indicate that the support does not have to
have family, or neighbours who act as tech support (Selwyn and Facer, 2007). The
support can be among peers with similar interests and passions.
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5.5.5.3 Community Participation
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We now describe our findings relating to conducting participatory design in a community-
based organisation. We frame our discussion into the themes of: mutually beneficial
collaboration, being responsive to realities, and insight into the greater community.
Mutually beneficial collaboration
The ideal outcome of participatory design work is that all stakeholders participate
through the process and all benefit equally from the result. In practice questions are
raised about the ways in which participation is configured in HCI (Heitlinger, 2015).
Vines et al. (2013) calls for greater reflection around who initiates and benefits from
participatory research. In our day centre study we acknowledged that staff and
students had limited involvement in the phases of the participatory process. This
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struggle left us questioning the value of the participation in practice compared to the
‘genuine’ participation as defined by the method (Simonsen and Robertson, 2012).
The students and staff may have benefited from the work but they did not initiate
it and their involvement was limited (Akama and Ivanka, 2010; Pelling, 2007).
In the GoodGym study we aimed to be inclusive of all types of community members
through our pilot study with the administration and the coach/runner study. In
the administration study, the researcher’s aim was to understand the GoodGym
community and possibly help with the coach/runner pairing process. The staff
members were engaged in the participatory process. We did identify issues around
the pairing process and came up with a new method to alleviate the bottle necks
blocking the pairing. Our work had created a space for the staff to step back and
reconsider their processes.
In the coach/runner study we similarly started with a focus on supporting the visits
between the pairs. The solution of a digital tablet and GoodGym app supported
the visits and then the coaches expanded their engagement to their own personal
interests and needs.
It was important that the coaches were involved and equal contributors in the pro-
cess. As older people are often marginalized by digital technology design and culture
(Friemel, 2016; Lindley et al., 2008; Morris, 2007; Selwyn et al., 2003). To this end it
was important the researcher was not presented as some know-it-all expert with pre-
conceived ideas of their needs and solutions. Instead, the researcher acknowledged
the participants expertise and their experience as members of the GoodGym com-
munity (DiSalvo et al., 2012). Through sharing ideas and collaboration we worked
towards a greater understanding between the staff, the runners, the coaches and
the researcher. As participants we tried to understand each other’s differing needs
and desires to come together and contribute towards a mutually beneficially solu-
tion. Wright and McCarthy (2010) point out that this communal work not only is
a form of understanding the situation but also a means to potentially transform the
approach to the solution.
We saw the transformation in the discovery workshop. The dialogue started around
communication affecting the pairs visits. Runners finding phone calls from work
difficult. Coaches seeing patterns in forgetting when visits are occurring or notifying
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when their schedules change. Through the discussions, the nature of the pairs
relationships and individual interests began to shift the focus. There were pairs
that view each other as a form of family. The coaches that want to participate in
the runner’s journey and be able to share their knowledge of the area.
In the co-development of the app the focus was on the inclusion of the coaches as
they had less experience and context for using the digital tablet. In the spirit of
‘genuine participation’ this may be a lopsided approach. However, in practice it
was in response to where the interest of engagement laid with the participants. The
runners were less concerned with being involved in the development of the apps.
They reported they were happy to try it out when it was ready for testing.
The coaches were the focus in the app development as it was important that a digital
tool did not just ‘appear’. There was the aim to be transparent as possible in the
evolution from the idea, to paper mock-up to digital sketches. The work did seem to
have had influence on the coaches willingness to engage and try out new skills in the
GoodGym app. They then explored further into their own interests of navigation,
texting and internet searching.
There was a concern that with focus on the inclusion of the coaches in the partici-
pation process that the results may be less beneficial to the runners (Bentley et al.,
1992; Kenyon et al., 2002). In practice the runners reported they benefit from the
target goals of being able to message and reschedule visits with their coaches. In
particular the messaging feature. The runners were able to forego phone calls and
use messaging to communicate. For the coaches the messaging led them to texting
and emailing which opened up lines of communication with their family and friends
they had not had before
Runner Lacey was able to let Coach Frances know when she would not be able to
attend to a visit due to work. Lacey did not have to worry about if she was calling
too early in the morning. She was able to leave a message in the morning and Coach
Frances read it later.
”Mon Nov 11 2013”,”time”:”07:02:56 GMT+0000 (GMT)”,”text”:”Hi
[Frances], it looks like we’ll miss each other this week - my work meet-
ings and university are really busy, and you have poppy selling still? Let
me know how you are getting on! [Lacey] x”
CHAPTER 5. GOODGYM: INTERGENERATIONAL ACTIVIST COMMUNITY 238
”Mon Nov 11 2013”,”time”:”18:37:47 GMT+0000 (GMT)”,”text”:”[Lacey]
VEry GooD [Frances]”
Source: Coach Frances GG App message log
However, the runners found unexpected benefits from the features. In particular
the run tracking was found to be beneficial beyond its goal of sharing location and
historical knowledge of place. For the runners they were motivated to pay more
attention to the time and pace of their coach runs. The coaches were able to learn
patterns and identify potential events happening during the run. Changes in the
counter may indicate being stalled at traffic light or stopping to meet with a friend
on the street. Looking at the location may reveal which one is causing the delay.
In working with older people one of the factors is taking in their state of health
and mood (Almeida, 2005). The run tracker brought forward consideration of the
runner’s mood and mental health as well.
Runner Barbara: “Usually I enjoy having Coach Ben know my pace and
where I am running. Some days I am not feeling it. I debated if I should
say I am not coming today. Often once I get going the boost makes me
a bit more up when I arrive at Ben’s”.
Source: cb-ob-proto-12-57
The participation of the individual coaches and runners varied throughout the pro-
cess. The level of engagement fluctuated as well. However, the final testing and
outcomes seems to point to that it was beneficial for both parties. On the surface
the focus on the coaches’ needs in the development process may have seemed ex-
clusionary to the runners. There was the consideration that the coaches had less
context for the digital tablet. Additionally, they had either negative experiences or
dismissive attitudes toward mobile phones and/or computers. There was a need to
give more consideration to overcome these preconceived notions. While the partici-
pation was not always balanced there were mutual benefits for both the pairs.
Responsive to realities
There are the ideals of participatory design and there are challenges that are en-
countered in practice. Heitlinger (2015) and Rogers et al. (2014) described it best in
that one must be willing to ‘embrace the messiness’ of working with people and/or
communities. Working with the coaches and runners offered its opportunities along
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with challenges.
One of the realities we had was the variety of participants across the three phases of
the process. Coach Mark and Coach Frances and their runners were the only pairs
who participated in all three phases. The health of the participants affected their
ability and motivation to engage in the process. For some it was short-term such as
missing the discovery workshop. For others it was long-term due to family illness
such as Coach Ruby having to leave at the prototype phase. We had to remain
open and flexible to the process (DiSalvo et al., 2012). Keeping in mind that the
important aspect was to support those who wanted to remained engaged.
We wrestled with the challenge of the limited number of digital tablets. In moving
forward we did not want to be exclusionary. However, we had a limited number and
limited amount of time. We decided to offer on a sliding scale from most engaged to
least engaged in the phases. When we had our final set of four pairs, we considered
if we should do two rounds of testing with two different groups of pairs. This may
have been preferable from a numbers and experience perspective. However, it would
meant a short time of exposure and usage by the coaches. We wanted to get past
the novelty stage of the new digital tools. Additionally, the coaches needed time to
find their own interests and pacing in using the digital tablet, and other features.
One should be open to adjusting to dynamics and varying degrees participation.
The researcher was given the opportunity to explore their own commitment and
openness by stepping away from the role of researcher into that of a runner within
the community. In the day centre and the administration pilot the researcher had
embedded themselves into the community to work with the members. The researcher
had been working with the pairs but in an research capacity. The circumstances
that led to need for a new pair were unfortunate. For the researcher it became an
opportunity to to take on embedded role within the coach/runner community.
Working with communities offers opportunities of rich engagement and understand-
ing. Participatory design methods aim for the ideal of fully invested and consis-
tent participation. Within the group the actual participation and engagement may
be varied due to other commitments, life events and/or fluctuation in interest or
motivation(DiSalvo et al., 2012). The researcher learned to be flexible and find
opportunities within the rich ‘messiness’ of working with communities (Heitlinger,
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2015).
Being an embedded participant
Throughout our work the researcher has taken on an embedded role in the commu-
nity. In the coach/runner study taking on the role of a runner allowed the researcher
to fully experience the participatory process. We were able to experience the influ-
ence of the GoodGym app and supporting our coach in using the digital tablet. The
runners reported the impact the monitoring their arrival time had on their running
pace. Some runners described it as a ‘pressure’ or ‘awarenesss’. As a runner, the
researcher was able to compare their own experience with what the other runners re-
ported. The researcher actually experienced the initially odd feeling being watched
when doing a coach run. Overtime, the tracking became more about sharing a
journey than pacing and timings. By experiencing the transition personally, the
researcher learned to be sensitive to experiences and feelings participants may not
convey directly.
Li (2008) discusses the benefits and challenges of being an embedded participating
researcher in her work with a female gambling community.
On the one hand, my participation in women’s gambling activities helped
me understand their subjective experiences; on the other hand, it allowed
me to enrich the data by adding personal and emotional depth to my
work. - (Li, 2008)
Through the role as a runner, the researcher was a support point for her coach
in using the digital tablet. On occasion, her coach would call with requests for
help with their digital tablet. Some issues could be talked through on the phone.
Others required the researcher to attend in person. The experience brought forward
that increased engagement and more reliance on the digital tool. When the tool
did not respond as expected or a coach could not figure it out, they may become
more proactive in seeking support. When that support is mainly the runner, it
brought into question what is the runner’s obligation. Similar to the mobile phone
for emergencies, the concept of the runners as ad-hoc technical support were more
abstracted for the staff and the researcher.
By experiencing the call for support first-hand, the researcher experienced the ten-
sion between benefits of the digital intervention and the potential burden of being
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an on call tech support to the coach. GoodGym had been sensitive to guiding new
pairs not to commit to long visit in the beginning. This was to allow each pair the
flexibility to settled on a dynamic that worked for them without setting up unsus-
tainable expectations at the start. The researcher and the staff realised they would
need to have similar consideration on the demands of the runner if the GoodGym
app and digital tablet were to be part of their service. While this insight would have
come to light from reporting, how to plan and design for the support may have been
more focused on the coach needs. Experiencing the role of the runner brought their
needs and consideration into the foreground.
In reflecting on the participatory process the researcher has continually found the
more involved they can become as a member of the community it enhances their
understanding and developing a sense of empathy for the what is being reported by
other participants. There is the challenge of not becoming lost in the embedded role
(Dreyer, 1998; Lewis and Russell, 2011; Li, 2008). However, in our experience the
benefits from embedded participation are worth the time and commitment.
5.5.6 GoodGym Study Summary
The GoodGym study demonstrated some important outcomes when supporting
technology adoption by older people. Through our study we have contributed to
the work that context of digital device usage is important in the adoption of use by
older people. Designing digital tools for older people requires considerations beyond
the form of the digital device itself. The context and purpose of the device must be
communicated clearly to relate to needs and lifestyle of older people.
In the GoodGym study, the coaches went from being non-digital users to digital
users. Two of the coaches, Ben and Sara, not only developed proficiency for them-
selves but they created their own peer support groups. These coaches became seeders
of digital tool usage in their respective communities.
The flexibility and accessibility of the coaches having the digital tablet in their home
was reported as a factor in their usage. However, access in the home was not enough.
The coaches reported that without the runner visits as their initial purpose, they may
not have been as motivated to learn how to use the digital tablets. The GoodGym
app and digital tablets represented the coaches own ideas and this provided the
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motivation to overcome the reality of the learning to use them. Once they were
comfortable, the coaches progressed at their own pace. It took the combination
of context, access, interest and invested motivation to support the older people in
engaging, learning and then adopting the digital tablets.
At the beginning of the study the coaches had all reported they either found com-
puters irrelevant and/or had negative experiences trying to engage with them. At
the end of the study, the coaches all reported that the digital tablets had opened a
‘whole new world’ and ‘connected them’. This reported change in attitude is further
supported by literature about older people’s attitudes (Crombie et al., 2004; Vines
et al., 2015; Wandke et al., 2012).
Finally, our work with Goodgym demonstrates that a community organisation does
not need to explicitly have the remit of technology training to support older people
in digital adoption. We offer an answer to Shearman (1999) who proposed that
‘successful digital literacy support of older people will be through trusted sources
that are deeply involved in the local community’. Our work may provide guidance
to other organisations that support older people and be a source of digital learning
and engagement.
In the next chapter, we draw conclusions on our work with GoodGym and the day
centre studies. We discuss the findings in the context of our research questions, par-
ticipatory design, and communities of practice. We present strategies and challenges




This thesis aimed to widen the exploration of HCI for older people by investigating
new approaches to disrupting the dominant narrative of efficiency and productivity
regarding engaging older people in using digital technology. Through our work we
included non-‘expert’-led voices in the discussion about what digital engagement for
older people means and how such understandings can influence their engagement
and adoption of digital tools. In order to address this research aim, we asked the
following research questions:
• What can ageing in HCI learn about engaging older people with digital tools
in community-based organisations?
• Does embedded engagement add value to the community-based participatory
design process?
Through answering these research questions we achieved the following aims:
• To include in the discussion older people’s voices about their relationship to
digital tools and an alternative understanding of how sustained engagement,
adoption and peer leadership can occur.
• To provide researchers’ guidance and examples of the benefits and challenges
of working ‘in-the-wild’ and taking on embedded roles within a community.
We have attempted to answer the research questions and address the aims through
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three years of research conducted with a day centre training facility and GoodGym.
We have based our methodology on participatory design, with a community-based
focus. First, we investigated the day centre to engage with a current training com-
puter course to compare with the literature’s critiques of traditional classroom based
computer training for older people (Dickinson et al., 2011). Next, we investigated
GoodGym to explore the proposal by Selwyn et al. (2003) and Shearman (1999)
that trusted local communities are the way forward for supporting successful digital
literacy by older people. Through GoodGym we also explored participatory design
methods in an intergenerational community as a means for engaging older people
in the development, co-design and usage of digital tools. These case studies were
grounded in modern participatory design methodology as described in chapter 3.
In this chapter we present a set of final reflections on the research. We begin with a
reflection of our research through the framework of communities of practice (Wenger,
1998b). We follow with reflections on our role as an embedded researcher and the
realities of working with participatory design methods. We then present a set of
recommendations for other researchers aiming to conduct similar community-based
participatory design works with similar kinds of communities. We conclude with a
discussion of future work.
It is important to note that the strategies described in this chapter are to serve
only as guidance for other researchers. Local intergenerational communities such
as GoodGym allowed us to broaden our understandings of everyday digital tool
engagement of older people. Such communities are highly localised and therefore the
ways in which members and digital engagement was conceived are likely dependent
on local context (Feenstra, 1997; Hirsch, 2009). Research through participatory
design, particularly community-based, teaches us that every situation is different
and what is learned has to be creatively localised to new situations (Clarke et al.,
2013). The approaches from our research serves an inspiration (Gaver et al., 1999)
that must be transferred and adapted to each new situation.
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6.2 Overview of Communities of Practice
To set the scene for the rest of the chapter, we present a brief overview of commu-
nities of practices.
In the 1990’s Lave and Wenger (1991) coined and defined communities of practice
as ‘groups of people who share a concern or a passion for something they do and
learn how to do it better as they interact regularly’. However, the actual activities,
shared learning and skills have been around as long as humans have been interact-
ing socially to share knowledge and skills (Hartung and Oliveira, 2013). Through
taking a retrospective, Wenger et al. (2002) have identified communities of practice
in prehistoric hunters sharing techniques, the training of medieval knights, artists
debating ideas to urban gang members teaching survival skills. While the formal
identification and framework of community of practice is modern, it is applied to
engagements and interactions that have long existed in human socialising practices.
Groups of people who share a concern, a set of problems, or a passion
about a topic, and who deepen their knowledge and expertise in this
area by interacting on an ongoing basis - (Wenger et al., 2002)
Wenger further clarifies that ‘this definition allows for, but does not assume, inten-
tionality: learning can be the reason the community comes together or an incidental
outcome of member’s interactions’ (Wenger and Wenger-Trayner, 2015)
A communities of practice shares three characteristics:
• The domain: membership is defined by a shared interest and commitment
• The community: members engage in pursuing their interest in their domain
through shared activities and information
• The practice: members develop through time and sustained interactions a
shared repertoire of resources in the form of experiences, stories, tools, and
ways of addressing recurring problems
(Wenger, 1998b; Wenger and Wenger-Trayner, 2015)
It is the development of these three elements among a group of people that con-
stituents a community of practice. The community of practice is formed where
these interactions cannot be accomplished by an individual (Gau, 2014). They need
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other people to offer responses, mutual engagement and to build up shared reper-
toires (Hara, 2008). This a familiar experience that often we take it for granted and
may not recognise that we are participating in a community of practice. Communi-
ties of practice are not limited by formal structures. They create connections among
people across organizational and geographic boundaries from small local informal
groups, distributed and/or online networks to large formal organisations. To be
clear a community of practice is more than a group with a shared interest. The dis-
tinguishing feature is the time and sustained activities focused on by the members
and on the social structures that enable them to learn with and from each other
(Wenger et al., 2002).
The activities within a community of practice are analysed through three dimensions:
• What is it about?: joint enterprise is when a member joins the practice
because they recognise a value for themselves.
• How does it function?: mutual engagement is working with other members
to develop skills and share learning
• What capability has it produced?: Shared repertoire is promoting the prac-
tice with other members and supporting new arrivals to the practice.
(Wenger, 1998a; Wenger and Wenger-Trayner, 2015)
Wenger (1998b)’s foundation work was used to identify self-organised communal
activities that form within existing organisations. Like participatory design, com-
munities of practice has its origins in the workplace, specifically that of insurance
claims (Wenger, 1998b). Historically, it has been applied to identify communal
practices that evolve in work related institutions (Cox, 2005; Wenger, 2000; Wenger
et al., 2002). Over time it has been extended from identifying existing practices to
a means for organisations to cultivate community practices within their workplace
(Hildreth et al., 2000; Marcinkus Murphy, 2012). More recently it is being applied to
non-work related community organisations and online communities (Bradbury and
Middlemiss, 2015; Sullivan et al., 2011). For our research, communities of practice
provides the dimensions of joint enterprises, mutual engagement and shared reper-
toire as the framework to identify practices within the respective communities of
our case studies.
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6.2.1 Critiques of Communities of Practice
Communities of practice has had it’s share of criticism. Wenger (1998b) has always
cautioned against assuming that a community is a positive experience and/or has
positive intentions. The goal is to focus on people and on the social structures that
support their engagement, learning and evolution of roles within the community.
Wenger and Wenger-Trayner (2015) caution that if there is no conflict or debate
among community members then there may be voices that are being silenced.
Power Structures within Communities
The position of power within community of practice is one of the central debates.
A community is generally organised around roles with different levels of power.
This power can be institutionalised through the structure. It can also emerge in
recognition of members whose activities are recognised as essential to the community.
For example, in the Civic Nexus project, discussed in chapter 2, (Carroll and Rosson,
2007), the member managed the database because he enjoyed the responsibility and
control of the information. That member holds power in the community through
this active role and through the concern that if he left there was no one to fill his
position.
Communities of practice may flag up the concern that one member holds such power.
However, it is a tool for evaluating and understanding the dynamics of an existing
community (Wenger and Wenger-Trayner, 2015). Communities of practice will iden-
tity the power structures and their impact on members engagement, learning and
ability to grow within the community. It will inform if the power structures are ben-
eficial or hindering members within the community. Unlike participatory design, it
was not developed to create change in the power structures. Therefore, it reveals
the information about the community but does not provide tools or methods for
changing or responding to such issues as power dynamics.
Assessing Impact
Assessing the impact of communities of practice faces similar challenges as other
qualitative approaches. The evaluation is through mapping of the domain, com-
munity, and practice to the activities of joint enterprise, mutual engagement and
shared repertoire within the communities of practice (Wenger, 1998a). These ele-
ments provide the discrete points for evaluating the messiness of communities. Like
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participatory design, when engaging with system it is not possible to track all the
causes and effects. However, communities of practice does provide a framework
for identifying types of value created by the community and trace how members are
changing their practice and improving performance as a result (Wenger and Wenger-
Trayner, 2015). We use the community of practice framework in reflecting on the
contributions of our studies.
6.2.2 Defining communities of practice in our work
In a community of practice the term ‘community’ is used to describe the emergent
relationships around a practice. In this context it is a group that comes together
for a purpose. The community recognises and supports differences rather aiming for
homogeneous group. The members join to engage over the mutual purpose and to
that purpose they bring their own different skills and knowledge. The community
has internal structure and it may evolve over time. This evolution is driven by the
contributions of the members as they share skills and build up knowledge around
the collective purpose. Communities of practice’s definition of a diverse, growing
and knowledge sharing community aligns with our work with the day centre and
GoodGym organisations.
We worked with two organisations who share the domain of a commitment to sup-
porting older people. They differ in their community membership and the focus of
their practice in supporting older people.
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Table 6.1: Day centre and GoodGym: domain, community and practice
Characteristics Day Centre GoodGym




Community staff, volunteers and
patrons (older people)
Staff, Volunteers, younger
people (runners) and older
people (coaches)




physical and mental health
Across the two case studies we identified three main findings for older people’s
engagement with digital tools. They are added-value activities, problem-solving
skills and the evolution from learner to leader. Older people must perceive an
added-value to their lifestyle for them to invest time into learning to use digital
tools. Older people may evolve into more independent users if they are supported
in developing confidence in their own problem-solving skills. When confident and
invested in their own digital tool usage, they may support their peers in engaging
and learning to use digital tools.
We map these findings to the three dimensions of communities of practice: joint
enterprise, mutual engagement and shared repertoire. Joint enterprise is the when
a member joins the practice because they recognise a value for themselves. Within
our case studies, joint enterprise is the point at which the older person perceives
the benefit of digital tools to their lifestyle and is prompted to investigate engage-
ment. Mutual engagement is working with other members to develop skills and share
learning. In our work, mutual engagement is the investing the time with others to
learn to use the digital tool. Shared repertoire is promoting the practice with other
members and supporting new arrivals to the practice. Through our work shared
repertoire was seen with individuals who supported others in their digital journey
and/or introduced digital tools to their peers.
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Joint Enterprise Will invest in learning digital







Will engage in active learning
when supported in developing







Will introduce, share and teach
peers to learn digital tools
through the development of their
own confidence and investment
in using digital tools.
In the following section we reflect on the findings from across our two case studies
regarding engaging older people with digital tools. We frame them through the
mapping to the communities of practice dimensions as defined in the context of our
work. We highlight our contributions to the understanding and supporting older
people’s adoption and sustained engagement with digital tools.
6.3 Reflections and contributions: older people’s
engagement with digital tools
In this section we draw on the findings from the two case studies. We can draw
insight from these case study findings when they are brought together. In examining
the studies alongside each other, together with the literature, and communities of
practice we have distilled down to three areas of focus for engaging older people
with digital technology.
Theses reflections draw on the three dimensions of community of practice. The first
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is added-value activities as a prompt for engaging in the joint enterprise of learning
digital tools. The second is the importance of developing confidence problem solving
skills through mutual engagement to foster independent usage of digital tools. The
third is evolution from learner to leader through the confidence to share and teach
digital tools to peers.
6.3.1 Identifying added-value activities




Joint Enterprise Will invest in learning digital
tools upon perceiving a benefit
their lifestyle.
For people to engage in a joint enterprise of a shared practice there is the need to
recognise a beneficial value or interest to their lifestyle. Our work with the day
centre and GoodGym demonstrated that motivation and engagement was stronger
when older people are able to perceive how learning digital tools will benefit their
lifestyle (Bjögvinsson et al., 2012; Gell et al., 2013; Sayago et al., 2013). Therefore,
in our work we explored ways for digital tools to support the individual’s interests
and desires to prompt their interest to learn digital tools.
Recognising added-value
As Selwyn et al. (2003) and Shearman (1999) proposed, institutional training classes
have limited reach and scope. The day centre offering of computer classes are for
older people who have identified a need or interest in learning computers. The need
or interest that inspired the older person to attend was not supported by the cur-
riculum offered. The training was a holdover of teaching ‘workplace’ skills through
the task-based learning such as ‘learning typing’ in MS Word. Another example,
in the GoodGym study, we had three coaches who reported they had attempted to
take computer class at various locales near them. The coaches’ collective take away
was the instructors were focused on what they wanted to teach and not on what the
coaches had wanted to learn (Hartnett et al., 2013). Through our day centre study
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and the reported experiences of the coaches, there is still a lack of interested-based
learning in formal computer classes for older people.
This disconnected between computer class task-based curriculum and the wants and
needs of the older people created a breakdown in the joint enterprise of supporting
older people in learning digital tools. The day centre was losing those who already
had identified learning to use computers as adding value to their lifestyle. By not
investing in engaging the interest of current students, they were missing the op-
portunity for those students to help their peers to potentially identify how digital
tools could be beneficial to their lifestyle. By working with the day centre staff
through participatory design methods we provided opportunities to reflect on and
change the perceptions of how to support older people in learning and engaging with
digital tools. The outcome was the redesigning the curriculum from task-based to
interest-led learning was received favourably by existing students (Dickinson et al.,
2011). This reduced the disconnect and brought balance to the joint enterprise of
supporting older people in learning to use computers. The instructors were able to
bring their technical expertise to the students who brought their passion for their
respective interests of photography/video, music, and communication.
Discovering added-value
In the GoodGym study, the coaches went through three phases of identifying value
in learning to use digital tools. At the start of the study the coaches reported they
did not see a need for digital tools in their everyday life. During the participatory
process they conceived of the digital tablet as means to improve communication
with their runner. By the end of the study, they all had identified and were using
the digital tablets to support interests and needs outside of communicating with
their runners.
Coach Sara and her runner, the researcher, share their interest in dolls. Coach Sara
began to look up online the details on her dolls in her collection.
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Figure 6.1: Coach Sara and her runner look up the information and value on one of
her dolls.
GoodGym members join for the identified added-value of support for their health
through exercise and socialising. In the GoodGym study, the joint enterprise for
engaging with participatory design was to support the quality of communication and
socialising among the pairs of coaches and runners. It was through this investment in
socialising that the concept, development and usage of the GoodGym mobile/tablet
app emerged. The subsequent engagement and usage of the tablets by the coach was
to support and engage with their runner. Here we had interest-led digital learning
driven by the initial joint enterprise to support communication between the pairs.
The experience of using the tablets with their runners provided the catalyst for them
to uncover other ways it could support their individual interests and needs.
Coach Ben and Runner Barbara share an interest in puzzles. Overtime Coach Ben
learned to use email and began to send riddles and puzzles to Runner Barbara.
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Figure 6.2: Coach Ben and Runner Barbara work on a crossword puzzle together
during a visit.
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Figure 6.3: Coach Ben began using the tablet to send riddles and puzzles via email
to Runner Barbara.
Selwyn et al. (2003) and Shearman (1999) proposed that engaging local communities
may open up new opportunities for older people to find digital tools that support
their needs and desires (Selwyn et al., 2003; Shearman, 1999). We answered that
proposal through our work with GoodGym. GoodGym did not have a specific
technology training remit. However, through the participatory design methods and
mutual commitments of the pairs to support each other a practice around digital
tool learning emerged.
Contribution
The two case studies suggest that identifying added-value needs are essential to
motivating older people to engage with digital tools. This aligns with existing work
that recognised that older people need to perceive usefulness before they will engage
with digital tools (Czaja and Lee, 2007; Heinz, 2013; Kim and Shin, 2015; Lee and
Coughlin, 2015). While the need has been identified there has been little work in
figuring out how to support older people in actually identifying the added-value
benefits digital tools may bring to their lives. Through our work, we investigated
how to engage interests and needs separate from the actual digital tools. Through
participatory design methods we demonstrated how older people can be supported
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to identify lifestyle needs that are enhanced through digital tools.
Supporting added-value needs through interest-led learning benefits both traditional
training classes and is an additional opportunity for community organisations that
support older people. For training classes, interest-led learning may increase engage-
ment and retention of older people who are already see the added-value of digital
tools. (Hartnett et al., 2013). For local organisations that support older people,
without a remit to offer technology training, it may help to identify added-value
and engage their members in digital tools that are meaningful and useful to their
lifestyles.
For our work the term ‘lifestyles’ is important. As much work in the area of older
people and digital tools is from a health management perspective from explicitly
design for health needs to designing games to support health needs (Czaja and
Lee, 2007; Goodman and Lundell, 2005; Marcin et al., 2015). In our work we are
contributing to the growing area that is recognising the need to for digital tools
to go beyond health issues and provide support to older people’s interests, hobbies
and desires (Light et al., 2009; Newell et al., 2006; Rogers et al., 2014). Therefore,
providing the means for older people, like any individual, to have digital options
from which choose and to prioritise what is most important or meaningful to their
life.
6.3.2 Importance of Problem solving skills






Will engage in active learning
when supported in developing
confidence in their own
problem-solving skills.
Through both the day centre and GoodGym studies we saw the need to support
problem solving skills to improve older people’s engagement and independent usage
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with digital tools. In both studies we had participants who gained confidence ex-
ploring the digital devices on their own and participants who remained constrained
in their usage.
Both the day centre and GoodGym offered support for the older people to learn to
use digital devices. Individuals who engaged in developing problem-solving skills,
were taking ownership of their digital device and its relationship to their everyday
needs. These older people tended to be mutually engaged with their community
support in their skill development. For the day centre it was with their instructors
and in GoodGym it was with their runners. However, mutual engagement does not
necessarily mean a perceived balance of power in the learning process.
Teacher to student dynamic
At the day centre the structure and language is framed as instructor to student.
This sets up the hierarchy of participation in roles of expert and novice. Along
with the expectation that information flows from the instructor to student. This is
further reinforced through the surrounding environment with instruction occurring
at a set time and place. The older people during the sessions adopt the identity
as the student. The notion that it takes an expert to use digital tools is one of
the identified barriers to older people developing confidence in their digital usage
(Dickinson et al., 2011).
In this classroom centric environment we saw most students retain their student
roles and tended to rely on the instructor and/or prefer to only use their computers
during sessions. For example, Kyle and Cliff were heavily reliant on the instructors
to facilitate their digital tool usage. Cliff even relied on the instructor to remember
his username and passwords. Kyle’s past negative experience of deleted photos and
stuck DVD in his TV undermined his confidence. It resulted in him only wanting
to work on his laptop during class sessions. Both students continued attend and
engage in digital usage during classes. However, the mutual engagement in digital
devices was dependent on the instructor delivering the information. In the teacher to
student dynamic the support may have become a crutch required for usage, instead
of fostering growth and independent usage.
The student/instructor dynamic may have contributed to their reliance on the
TechEd and resulting in their lack motivation to resolve issues on their own. In
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providing these types of class-based training for older people, there needs to be
consideration on how to transition their digital engagement into their lives in a
meaningful way. Some programs have offered certificates (Hartnett et al., 2013) and
other similar recognitions of achievement or completion of the course. This mimics
academic progression and/or job training. However, it perpetuates the notion that
there is a level of expertise that must be obtained to reap the benefit of using digital
tools. The older people may focus on looking for ‘expert’ support instead of fostering
individual confidence and skills. We did not resolve how to prompt Cliff and Kyle
to be less dependent on the TechEd for their digital usage (Minocha et al., 2013).
We saw two students, Kevin and Linda, who developed independence and embraced
problem solving their own issues. Their initial approach was to attempt to follow
a procedural process of creating a series of steps to accomplish a goal, such as
editing a photograph. They then worked on creating metaphors that mapped their
digital interactions to their life experience. For example, Kevin was initially confused
between signing into the Google Homepage and his Gmail. The metaphor that
Google was a ‘house’ and signing to GMAIL or Google Homepage was like entering
from either a front or back door. Both gain you entry and give you a different view
of the house. Both in both cases you are in the house.
When working with the students, the researcher was intentionally finding relevant
ways to assist the student to figure out an issue. We were careful not to ‘do it for
them’ as that would telegraph that they are not capable (Hartnett et al., 2013). For
example, the researcher worked with Kevin on resolving issues such downloading
videos and removing anti-virus software by searching together on internet. Over
time Kevin, would ‘Google’ troubleshooting issues on in his own before asking for
help. By the end of the study he was one of the students that the other students
would seek advice from.
Balanced co-learning dynamic
The GoodGym coach/runner dynamic is one of shared mutual engagement which
gave a starting point of equality for both parties in contrast to the day centre’s hier-
archy of teacher/student. Additionally, the pairs had a history of sharing knowledge
and advice as part of their visits. The digital tablet became just another item of
their shared repertoire of discussions. As members of GoodGym they are identified
as coaches and runners. The coach provides the runner with encouragement to run
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and the runner shares in the benefits of the social visit.
In regard to the digital tablet, the coaches reported that they chose to first attempt
to problem solve themselves because they did not want to ‘be a bother’. Unlike the
day centre, the pairs relationship is social engagement. The runners are not identified
as technical support and the coaches are not identified as students. Selwyn et al.
(2003) refers to how relatives and/or neighbours can become the technical support
for older people. While the coaches and runners do develop emotional bonds they
are not likely to carry the expectations of family connections. The hesitation of
coaches to impose on their runners may be partly due to a non-kin relationship and
partly due to the physical distances between runners and coaches. Therefore, the
coaches embarked on attempting to solve issues on their own before making inquiries
to their runners.
Coach Frances often teased her runner about having a boyfriend. Coach Frances
used the voice input to search for a boyfriend. The runner and coach shared in the
funny experience.
Figure 6.4: Coach Frances uses voice input to create a search for a boyfriend for her
runner.
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Figure 6.5: Coach Frances and her runner looking a dating sites.
In GoodGym the all coaches developed problem-solving skills to varying degrees.
This came part from having the digital tablet available 24/7 in their home. This
access was supported with the weekly visits from their runners that encouraged their
engagement with their digital tools (Minocha et al., 2013). As they expanded their
digital tablet usage to interests beyond the GoodGym app, they were motivated
to resolve issues on their own. For example, Coach Sara, reported how she ended
up ‘on some website’ and did not know how to get out of it. She figured out to
turn the digital tablet off and on again. In response to this report, the researcher
showed Coach Sara a video clip of ‘IT Crowd’ to illustrate it is the go-to solution
for most digital products. Coach Mark, could not find the picture of the dog that
his runner had sent him. He reported he thought it was messaged to him but it was
not there. He went and sat in his garden to ‘poke around’ and discovered it was
saved in his gallery. When asked why they did not call their respective runners for
help, they reported they did not want to be a bother. If they got stuck they would
have asked for help. Overtime the GoodGym coaches’ confidence grew along with
their exploration of the tablet and apps. Two of the coaches went on to share their
new found knowledge with their peers.
After Coach Mark reported using the tablet in the garden, the researcher found him
in the garden on a visit. This time he had met a new acquaintance who owned a
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clothing business. Coach Mark then figured out how to find the individual’s business
website. He shared his accomplishments with his runner.
Figure 6.6: Coach Mark figured out how to find the clothing website of a new
acquaintance.
The equality of roles of coaches and runners along with the engagement occurring
in the coaches’ home may have contributed to their more developed problem solv-
ing skills. The participatory process had them engaged in the development of the
GoodGym app. Once they were ready to explore beyond the GoodGym app, they
had 24/7 access and flexibility. For example, Coach Sara, initially turning off/on
the digital tablet when she got lost and could restart. Coach Manny took the digital
tablet to his garden to sit and ‘figure it out’ in his own time and location. Sayago
et al. (2013) pointed out that older people are just as capable but just need longer to
pick up skills and retain information. In addition, to their exploration, the coaches
had their runners for support if they needed it.
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Figure 6.7: Coach Ben practices taking photos with his runner.
Contribution
In considering the future of technology engagement for older people, attention needs
to be given to supporting problem solving skills for older people. While we have not
fully cracked the code, we do offer examples of methods to foster independent digi-
tal engagement. In considering how to encourage problem solving we need to look
beyond the digital tool itself. Whether their engagement is through a traditional
technology training classes or through local community organisations, take into ac-
count how the power structure of the interactions may influence their confidence. We
have demonstrated that participatory design and equal co-learning reduces the per-
ception that there is one type of expertise required to use digital tools. Researchers
who wish to encourage older people to be independent digital users should consider
the environment and older person’s self identity within the practice of learning. The
aim should be to create a level playing field where people are learning and sharing
together.
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6.3.3 From learners to leaders







Will introduce, share and teach
peers to learn digital tools
through the development of their
own confidence and investment
in using digital tools.
Here we reflect on the evolution of members identity and roles from learners to
leaders through sharing their experience and knowledge. Those that were willing
to explore and take ownership of their experience became more independent digital
users. In both studies we found participants who built confidence in their own
practice and became a guide for others in their respective groups.
Coach Mark did not form a support group. However, we did witness him sharing
and demonstrating the tablet to a friend who visited him. The sharing and seeding
the potential of the digital tablets happened on different levels.
Figure 6.8: Coach Mark demonstrates and shares the tablet with a friend.
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Sharing fosters leadership within existing group
In the day centre, we saw Kevin become the go-to student for his classmates when
the instructors were otherwise occupied. Kevin’s role evolved as he demonstrated
more confidence in his own engagement with digital tools. He would offer advice
and guidance when he saw the opportunity to help a classmate with an issue he
understood. As his confidence grew, he would work with classmates to problem
solve issues he had not yet fully understood. He helped himself and his classmates
through sharing is his successes and failures. Through these actions he developed
self-confidence and was identified by his peers a knowledgeable support point for
their own digital tool journey.
Sharing fosters creating new groups
In GoodGym, Coach Ben and Coach Sara ended up forming ad-hoc digital support
group among their peers. Coaches Ben and Sara eventually gained the confidence
to travel with their tablets as part of their daily activities. Through demonstrating
their tablets and sharing their experiences with neighbours, church members, and
social clubs they ‘seeded’ some of their peers to engage with digital tablets. Coach
Sara reported a friend had thought she lost a tablet her son had given her. After
working with Coach Sara on her tablet, the friend was inspired to go home and
search for her tablet. The friend found her ‘lost’ tablet. The two of them started a
ad-hoc tea tablet session.
Coach Ben brought his digital tablet to his housing’s tea time to share with the
group. By the end of the study, a couple of Ben’s neighbours who had been working
with him bought digital tablets of their own. The neighbours now meet up to use
their digital tablets together. They support each other in problem-solving issues
with their tablets. They also share experiences and interests that they use the
digital tablets to support. Since the end of the study the Coaches Ben and Sara
still meet with their respective groups of neighbours and friends to play together
on their digital tablets. Coach Ben and Coach Sara created new identities outside
of GoodGym as leaders and seeders of digital tablet usage among their peers and
created a whole new social group and purpose.
Contribution
In considering the future of older people and digital tool engagement it is important
to look for opportunities for peers support among older people. Expertise is typically
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through formal classes or informally engaging younger people in their lives. What is
rarely explored is the value of promoting older people themselves as capable or even
expert users. Here we provide examples of individuals whose investment in their
own digital practice gave them the confidence to share their knowledge with their
peers. By looking to ways for older people to promote and encourage each other we
increase the opportunities for sustained digital tool support and knowledge sharing.
Creating opportunities for older people to be recognised as digital leaders among
their peers increases the likelihood of others identifying how digital tools can enhance
their own lifestyles.
6.3.4 Summary
In communities of practice there is the consideration that a system can support
or hinder a member’s identity and growth within the community. The day centre
training class structure supported a teacher/student hierarchy that was hard to
overcome for most older people. GoodGym was situated in a balanced mutual
engagement between the runners and coaches. The participatory process gave the
coaches and the runners the power to determine what issue to solve and how to
solve it. The coaches were not subjected to the student identity of a training class.
However, the coaches did assume younger people from runners, the researcher, to
family and friends ‘knew it all’ in regards to digital tools. Overtime, as the coaches
engaged with a wider variety of people with their digital tablets, they began to realise
that most people need help using digital tools. Their ad-hoc support groups were
borne out of mutual engagement in problem solving strategies and shared repertoire.
In particular, they supported their peers in getting comfortable with the change and
uncertainty that comes with using digital tools. Through these acts they not only
improved their own engagement but became a source of encouragement for others
who may not be so proactive in engaging with digital tools.
CHAPTER 6. CONCLUSION 266
6.4 Reflections and contribution: embedded com-
munity roles
Here we reflect on the benefits and challenges in taking on embedded roles within
researched communities. We have previously discussed the roles and identities of
the study participants through organisational, social, and demographic lens. Here
we reflect on the various roles the researcher adopted in conducting the studies. We
discuss why we aimed to take on embedded roles within the community. We address
the benefits and challenges of long-term immersed engagement within communities.
We could have run the case studies and remained solely in the role of researcher.
For both studies we adopt roles beyond researcher to engage with the respective
communities. We felt is was important to engage with the organisations as an
active member. One of the critiques of participatory design research is that engage-
ment by the researchers is regulated to discrete tasks such as interviews, workshops,
and limited observations (Foth and Axup, 2006; Subasi and Malmborg, 2013). We
aimed to test the boundaries of this critique through taking an immersive partic-
ipant/observer approach to understanding the organisations that we worked with
from the inside.
6.4.1 Building social capital
Volunteering to take on roles within the day centre and GoodGym organisations
provided the opportunity to build social capital with the respective administrations.
Both organisations were in need of volunteer support to meet their respective mis-
sions. Volunteering to work within the organisation communicated that researcher
was dedicated to understanding them. The administrations became more invested
in facilitating the researcher in connecting with their respective members. Taking on
a role that is recognised within the organisations provided opportunities to engage
with the community and build up a mutual rapport with the members.
The benefit gained is reflective of the organisation itself. As we reported in chapter
4, the responsibility of managing and supporting the day centre computer classes
was distributed across several administration roles. The lack of clarity of ownership
over the classes resulted in limited administration support and student participation
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in the study. The embedded volunteer role and duration of engagement revealed
the system breakdown in the management of the classes. Through understanding
the larger administrative issues that impacted the quality of the classes helped the
researcher adjust to constraints of working with the day centre.
In GoodGym we found a flatter hierarchy than the top down structure of the day
centre. As a growing start-up, GoodGym needed volunteer support and was open to
input on their processes. The initial appeal for GoodGym, was that researcher could
help with the challenges and lag in pairing runners and coaches. In our embedded
role we helped the administration identify the barriers to the pairing process and
develop a more efficient and successful solution.
In this role, the researcher worked alongside the administration team and built a
rapport of mutual trust. As staff experienced the participatory process themselves,
they became more comfortable in facilitating the researcher in connecting with the
coach and runners. They recommended pairs that best matched the criteria for
the study. For the coach/runner workshop they called in favours with partners to
provide a venue and transportation. The administration was willing to invest time
in supporting the study since the researcher had demonstrated an investment in the
organisation.
Contribution
In participatory research working with communities, how one approaches, gains
entry and builds trust before and during the research project is often overlooked.
Taking on embedded roles within the organisation and working with community
members is mutually beneficial in building social capital. Effective research with
communities is about investing time and energy in getting the know and understand
them. Both parties develop a deeper understanding of the each others goals and
needs towards the research project itself and the benefits for the community.
6.4.2 Embedded in the study
The original design of the GoodGym Coach/Runner study did not have the re-
searcher in an embedded role. In the prototyping phase of the study, the researcher
took on the embedded role of runner. Coach Sara’s runner had left right at the
deployment of the digital tablet. This disruption presented the opportunity for
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the researcher to become a participant in the coach/runner scheme and experience
the mobile/tablet prototype in context. The researcher determined the insight and
value of being an active participant was worth deviating from the original project
plan. This is an example of being responsive when working with participatory design
methods, in-the-wild and with older people (Heitlinger, 2015).
The benefits of being embedded in the GoodGym prototyping phase was to compare
the researcher’s personal experience with the reporting from the other participants.
For example, Runner Sue reported the first time she used the tracker to run to
Coach Mark, she ran faster than she normally did because she knew she was ‘being
watched’. This resonated with the researcher, as a beginner runner, the run tracker
highlighted initial anxieties around being time and tracked when running to visit
Coach Sara. There were the positive aspects of the run tracker where it prompted
conversations around the runner’s journey. Coach Ben would tease Runner Barbara
about not taking the shorter routes for her visits. Coach Sara would inquire about
the state of the park or even propose different routes for her runner, the researcher,
to take.
As a runner, the researcher also experienced being the initial technology support for
her coach. As reported by other pairs, the coaches typically would wait for the next
visit to bring up technology inquiries. On a few occasions, Coach Sara got stuck
and wanted help between visits. Initially, the researcher would see if they could
talk it through on the phone. Most often the researcher would end up going over to
Coach Sara’s home to resolve the issue. As the coaches developed their skills and
confidence they relied less on the runners for technology support and some formed
their own peer support groups.
Had the researcher not engaged personally in the coach/runner scheme, it is likely
that we would have reported similar findings. As many of the researcher’s expe-
riences were similar the ones the other runners reported. However, the researcher
would not have personally experienced and understood what being a runner in a
GoodGym pairing meant. The researcher would not have understood the power of
the coach/runner relationship. Having a coach prompted the researcher to overcome
their own personal barriers to running and embracing a new attitude. The researcher
also experienced the development of the coach/runner relationship with Coach Sara
that continues on beyond the research work. It did give the researcher a greater
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appreciation and sensitivity to emotional considerations that are involved in intro-
ducing a digital intervention in a community (Taylor et al., 2013). In regards to the
embedded role as a runner, this sensitivity highlighted considerations for the runner
and the their needs. This may have been easier to overlook without the embedded
role since the focus was on older people’s tool engagement. The embedded runner
role helped the researcher mediate a potential imbalance to the coaches’ needs over
the runner’s needs.
Contribution
There is an old saying in advertising ‘Eat your own dog food’. It refers to experi-
encing and understanding what you are asking other people to do. Often designs on
paper lack the insight into the real implications for the people involved. When there
is an opportunity researchers to should take on an embedded role in a community
to fully appreciate the demands and commitment of the participants.
The level of immersion that the researcher took on may not be feasible in many
participatory situations. We do recommend researchers look for and take on oppor-
tunities for embedded roles. Especially, if one is interested in pursuing similar work
of co-developing digital tools with marginalised communities such as we did with
GoodGym and older people.
6.4.3 Challenges of embedded roles
For all the benefits of taking on embedded roles there are challenges to be aware
of in maintaining the integrity of the study. There is the concern of maintaining
the balance between being a contributing community member and the role of the
researcher.
When taking on the embedded role, the researcher is adding another layer of com-
mitment. They must balance the needs of the community role with the demands of
their role as a researcher. Ultimately, their core role is as researcher. For studies
such as ours, that extend over several months, it can be a challenge to retain the
balance between the two identities.
A concern that has been flagged up in embedded roles is subconsciously having undue
influence over participants. In the structured enviroment of the day centre there is
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already an existing hierarchy and explicit roles. The volunteer role of instructor and
researcher was contained to the class sessions. Retaining the balance and clarity of
researcher versus volunteer roles were easier.
In the flatter and distributed community of GoodGym it was challenging to main-
tain the distinctions between the researcher and the community member roles. For
example in GoodGym, the researcher was careful to explicitly state when they were
operating as member of GoodGym and when they were operating a researcher. This
was particularly important when the researcher was both runner and researcher for
their coach. They had to vigilant about articulating when they were wearing their
researcher hat and when they were a runner. This was done with every session
with the runners and coaches. When conducting the research, the researcher always
stated the participatory work was separate from GoodGym’s services. It was im-
portant to constantly reinforce this separation so as not to as apply undue influence
on the participants regarding their engagement with the study.
Even with being careful about declaring their role, it is likely that there was some
influence being transferred between the volunteer and the researcher roles. If a
researcher is not aware of the duality of their roles there is the potential for bringing
undue influence over the participants.
Contribution
Here we demonstrate the challenge of managing dual roles in a fluid community
membership. When engaging with communities, researchers need to retain aware-
ness and be vigilant to reduce undue influence over members participating in the
study. All the benefits of embedded roles can be undermined if those roles inten-
tionally or unintentionally overly influence participants. There is a need for more
open dialogues and sharing of strategies for managing fluid embedded roles within
a community.
6.4.4 Summary
Taking on embedded roles in both the studies provided benefits to conducting the
study and the organisations. Researchers are asking organisations and their mem-
bers to share their most valuable assets, their time and experience. It is only fitting
that the researcher show equal investment in the communities they are working with.
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Taking on embedded roles enriches the experience for both parties through fostering
shared knowledge and trust. The caution is that the researcher does not get lost
in the community role and lose sight of the research. The researcher must remain
aware that the social capital they earn is not intentionally or unintentionally used
to apply undue influence on participants. Through retaining a productive balance,
researchers and their community partners will gain the benefit of embedded roles in
participatory design studies.
6.5 Reflections on Participatory Design Method-
ology
Here we reflect on the our experience in applying the participatory design method-
ology to our studies. In particular, we focus on unsuccessful applications, missed
opportunities and lessons learned.
Procedure is not participation
In our work we aimed to conduct participatory design studies. In practice our
day centre study did not ultimately meet the aims of participatory design. The
main failing was that we failed to foster engaged and holistic participation by all
stakeholders.
Our experience in conducting the day centre study taught us the difference between
applying the steps of a method versus actually achieving the aims. From a procedural
standpoint, we conducted all the phases: exploration, discovery and prototyping.
What we lacked was fostering the democratised participation and engagement by
the participants in the study.
The researcher mainly worked with the administration of the day centre during the
study. Specifically, it was with the TechEd, who ran the training sessions. The re-
searcher and the TechEd were the only ones who participated in the discovery phase
of identifying the need for interest-led learning. We learned though this experience
that without full participation in the discovery phase the rest of the work falls apart
for participatory design.
Without collaborative input from all stakeholders one cannot maintain a democratic
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atmosphere for contribution. Allowing the students to be excluded turned the work
toward an expert-led model favouring the instructor’s input. The researcher and
TechEd presented a new interest-led curriculum to the students after the discovery
phase. Here we use the word ‘presented’ intentionally as the students were not part
of the discovery work. Therefore they were receiving new information that they
had not participated in creating. The interest-led curriculum was well received by
the students and it did lead to some improved engagement among some students.
Ultimately, the output was from the sole perspective and input of the TechED for
the course. The voice and input from the students was missing.
That the students self-selected not to participant was our failing in properly commu-
nicating with both the administration and the students. Failing to have the students
fully involved in the process was a missed opportunity for everyone involved. Had
the students been involved in the discovery phase, there would likely have been
different outcomes from the work. There would have been more input from the
students on possible changes to the computer programme. Aside from the potential
to contribute to the computer classes, the students from across all the classes could
have been brought together to share insight. This could have potentially supported
students in meeting new people with a shared interest in learning computers. We
later witnessed this potential in GoodGym discovery workshop when we brought
together the GoodGym coaches and they forged new friendships.
We learned from this experience that we need to invest more time in establishing
a relationship with the organisation. We should have been clear on the type of
commitment needed from the organisation and the need for members to participate
throughout the process. We should have spent more time developing a mutual
agreement and understanding of the expectations of all parties involved.
In conducting the phases, we learned there were limits to the compromises that
can be made and successfully achieve participation. We should have ensured the
students understood the expectations of participating through all the processes.
While the process was presented to the students at the start of the study, we should
have continued to communicate about the different phases of participation as the
study progressed. In particular, in the discovery phase, we could have done more
to demonstrate the potential benefits of engaging in the workshop and found a way
to engage the students. We took these lessons learned in the day centre study and
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applied them to the GoodGym study to run an engaged participatory design study.
Testing beyond the core participants
In both studies we tested the prototypes only with the participants who were apart
of the participatory design process. One of the critiques of participatory design
questions the transferability beyond the people who engage in the process. We did
not have the time to test the GoodGym prototype with non-participant pairs.
It would have been beneficial to bring the tablet/mobile app to other pairs who were
not part the study to find out the adopted and sustainability rate by the coaches who
did not conceive and design the app. We would have liked to learn if knowing that
other coaches had designed it would influence their interest in using it. With this
knowledge we aim to plan for testing the digital tablet with community members
who were not part of the participatory process.
Piloting is important
Prior to the day centre study we conducted a small pilot study with two artists
facing disabling barriers. Our intention was to gain experience in the participatory
design process before conducting the bigger studies. However, in practice the study
was too narrow and small to truly appreciate what it takes to apply participatory
design in a community setting. For piloting to be beneficial it needs to be with the
organisation or a context close to the actual study.
In hindsight, we should have conducted a pilot with the day centre itself. It would
have been beneficial for both the organisation and the researcher. Through piloting
the researcher would have had the means to gain experience and build a rapport
with the administration, instructors and students. We may have been able to ne-
gotiate on documenting the study and had stronger investment from the day centre
stakeholders.
In GoodGym, we did run a pilot with them through the administration study. By
conducting a shorter study within the community we built trust with the adminis-
tration. The trust was not only in the researcher but in the participatory process
as they experienced the benefit of the discovery workshop and prototyping the new
email pairing system. They had the confidence in both the researcher and process
to facilitate engagement among their members in the coach/runner study.
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6.5.1 Summary
Here we presented our reflections on the challenges and failures we faced in con-
ducting participatory design research with community organisations. We shared
our lessons learned and what we would do differently in the future. In the next sec-
tion, we present a distilled set of recommendations for engaging older people with
digital tools and taking on embedded roles in community research.
6.6 Recommendations
Our research contributes to the growing field of community-based participatory de-
sign by providing a detailed account our work with two communities supporting older
people over three years. This may help others who wish to work with similar kinds
of communities into which it may be difficult to gain entry, and to find volunteers
and participants who can commit to a series of workshops. We have described and
reflected on the ways to foster engagement and reciprocity (Brereton, 2013) through
embedded roles that have helped build trust and mutually beneficially relationships
(Heitlinger, 2015).
Our point of inspiration was the proposal by Selwyn et al. (2003) and Shearman
(1999) that trusted local community organisations were the way forward for digital
technology adoption by older people. We found further inspiration with GoodGym,
an emerging organisation in East London with the goal of engaging people in the
community in healthy activities that bring young and old together. We have re-
flected on factors and influences for engaging older people with digital technologies
through providing a detailed account of participatory design case studies with two
communities.
Here we distil down our reflections into an offering of recommendations for re-
searchers interested taking on embedded roles in participatory design in similar
community work with older people engaging in digital technology and/or taking on
embedded roles within the community.
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6.6.1 Digital engagement with older people
The aim of our work was to identify ways to promote digital engagement among older
people. We investigated this aim through participatory design with two different
communities of a computer training class and GoodGym. Our work shifted the focus
from the design of the digital tools to the context and support that older people
encounter in learning to use these devices.
Added-value learning
Older people need to perceive the added-value from a digital tool to make the effort
to attempt engagement. This recommendation is one that has been highlighted in
our own experience. For example, the day centre’s tasks-based approach to learning
the computer. This approach lacked support for the motivations that inspired the
older people to sign up to the course. Since this is still an existing issue we include
here to add to the call move away from procedure to interest-led engagement with
digital tools for older people.
Empower through problem solving
Supporting older people in developing confidence through problem solving with their
digital tools may encourage independent usage. This is another reason to move away
from procedural to interest-led exploration with digital tools. Problem solving skills
address two avenues. One: how to recover from an error or find a solution. Two:
how to adapt to the evolution of interfaces and/or devices. For example, in the day
centre, Linda, a fairly independent user, was frustrated by the new GMAIL interface
change from text to icons. Methods and approaches that support problem solving
skills are needed to encourage and support older people’s evolution into independent
users.
Peer-to-peer support
Encourage the development of peer support among older people who are engaged
and/or interested in using digital tools. Our own work demonstrates support of
training by neighbours, friends and family. However, be aware when the support
comes from a source considered to be an expert. It creates an imbalance and the
messaging is that an expert is needed to use digital tools. It is empowering to foster
support among one’s own peer group. For example, in the GoodGym study, Coach
Ben and Coach Susan both independently formed ad-hoc digital tablet support
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groups among peers who were neighbours and from church.
Support intergenerational reciprocity
When engaging with digital learning among intergenerational communities of young
and old people be sure to aim for mutual benefit and respect between the two groups.
In digital engagement, older people can become a data source to be harvested,
whether it is smart monitoring or providing information for inclusion in a digital
project. For example, in GoodGym, the concept of remote monitoring was flipped
with the coaches monitoring the runners progress through the run tracking feature
in the apps.
Give them time
In regards to older people and digital engagement, we have reinforced the point
that we need to move away from workplace approaches to teaching digital literacy.
Competency in efficiency and performance of functions are not relevant to older
people interested using digital tools to support their interest and lifestyle. They
need support explore and learn at their own pace and in the context of their own
interests. If they identify a digital tool that adds value to their lifestyle, then they
will make the effort to engage with and learn the digital tool.
Co-creation
Often in collaborative work with older people they may provide the source material.
The Threads and Yarn project, that inspired this work, invited the older people to
share their stories with the NHS. For the storytellers, they had no contribution to
the design or development of the interactive table. It just appeared in the exhibition
space. In our work, we engaged with the participants in prototyping up until the
actual coding. The final tablet/mobile app was manifestation of their ideas and
concepts. Look for opportunities to engage the older people as fully in the develop-
ment of prototype as possible. For future work, these opportunities should widen
with the continued growth of digital maker tools and communities. In the future,
the infusion of the maker culture should provide opportunities for older people to
actually build working digital prototypes of their ideas.
Here we have presented the recommendations and guidelines for applying partic-
ipatory design in community-based organisations and supporting older people in
engaging with digital technologies.
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6.6.2 Embedded roles in the community
Conducting research in-the-wild offers a rich environment for exploring digital en-
gagement in the context of everyday life. Participatory practices invite opportunities
for gaining in-depth knowledge and connection to the community and the partici-
pants. Working with communities offers up its share of challenges where the ideal
application of participatory design and the real world collide.
Embedding in the community
It takes time to build trust and find advocates within a community. Exploration of
a community is about spending time with community through regular activities and
talking with people. Through these engagements one builds collaborative relation-
ships. Both the researcher and the members to get to know each other and their
respective interests.
Reciprocal Resources
Throughout the process the researcher supports collaboration by being a resource to
the community and by being open to new ideas and collaborations. It is important
to be aware of the balance of power in the collaboration process. Researchers need
to monitor if the balance is supporting or deterring sharing among the group.
Recognise diversity within the community
Communities that form around shared ideals do not mean that their members are
reduced to a single identity. Initiatives, projects and goals may engage a variety
of collaborations. These collaborations may be among groups within the commu-
nity and/or external communities outside of the community. The respective groups
within a collaboration will have their own goals and aims which may bring conflict.
Additionally, there may be conflicting needs between individual members and the
community. The researcher should be aware of these tensions but it is not their role
to resolve the conflicts.
Respect the existing rhythms and routines
The aim is, to the best of one’s ability, to engage with community members within
their everyday lives. To minimise the disruption of the researcher presence, organise
your work around the schedules of the community members. For example, utilising
the weekly visits between coaches/runners as described in chapter 5.
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Beware of workplace values
We are still working to escape the workplace in our research methods. Here we
are referring the workplace not as a location but as a mindset. For older people
much of the stigma around their perceived lack of skills was based on efficiency and
performance with digital tools. Early research often measured ability by comparing
older and younger people using digital tools. However, efficiency and performance
measurements are not needed to get enjoyment out of digital technology engagement.
Similarly, assess and define the values that you are focusing on in your work. Do
your research needs/values map with your participants values, desires and needs?
Expect the unexpected
Participatory design and working in-the-wild are not for the faint of heart. People
and real life are messy. One needs to remain open and flexible when the unexpected
demands a change of plans. For example, in GoodGym, a runner had to leave the
country and the researcher stepped in to take their place as a study participant.
Participants and participation may vary
The ideal is that the same participants will engage through out the entire partici-
patory process. When working with communities, it is likely that participants will
drift in and out of the different stages of the process. For example, in GoodGym,
some coaches became ill and were unable to attend the tea party workshop. In the
day centre, the students were not interested in participating in workshop discussions
either during or outside of class. You will need to be open to adjusting to uneven
engagement. However, one does need to ensure that the level participation does
support a democratised process.
Adopt to the communication culture
While we live in age of online communication through email, text and phone. Some
or none of these methods may be the primary mode for the community. Adapt to the
members preferred mode of communication. Regardless of the preferred community
mode, there is no replacement for physical engagement with the community members
and being open to the opportunity for serendipitous encounters.
Sensitive to the health of older people
We want to steer clear of being patronising and making assumptions based on age
alone. That being said, older people may have health issues that are fluid. This
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fluidity of health and energy may occur over hours or days. One should always be
sensitive to the needs of the participant. With older participants be prepared to put
their needs ahead of the research schedule. When working with older people design
redundancy in your plans to anticipate the need to offer additional opportunities for
participation.
6.7 Limitations of the research
In the day centre study, the discovery phase was conducted with the TechEd. Ideally,
the students would have been involved in the discussion. As we discussed previously
the lack of student engagement in the day centre was the failing of the researcher.
The researcher failed to clearly communicate the participation required and ensure
that all stakeholders were invested in the process. The result is that the day centre
study failed to meet the standards of being a participatory design study.
The data collection at the day centre was primarily field notes and screen captures
due to the privacy concerns related to the location of the class. The researcher
followed the process for taking field notes. However,field notes alone likely missed
other elements that video/image documentation may have picked up.
In the GoodGym study, the GoodGym app was only tested with the pairs who
had engaged in some part of the participatory design process. The researcher ac-
knowledges that the GoodGym App and the digital tablet may have a significantly
different reception if it is introduced to pairs who had not participated in the pro-
cess. The outside participation was not pursued due to the time limits left on the
study and is part of the plans for future work.
Both studies were conducted with a small number of participants with only a few
participating in all stages. These issues limit the generalisation of the studies’ results
and reflections. With the limited time and resources as a sole researcher, the re-
searcher chose an in-depth participatory practice over breadth to better understand
the community, its members and practices.
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6.8 Concluding remarks
Older people and technology engagement is a complex arena. By conducting our
work through participatory design with a community focus, we sought to sup-
port older people’s digital engagement in context of their everyday activities. The
democratising nature of participatory design aims to encourage researchers to con-
duct inclusive work that is sensitive to the specific contexts and practice of the
communities in which they are working. We have given evidence that this approach
is useful in intergenerational distributed communities such as GoodGym. It is left
open to other researchers and communities to determine whether this is useful in
other areas.
These studies were conducted from 2011 to 2014. During the course of our studies
the digital tablet evolved from a novel luxury device to an ubiquitous tool in the
workplace and the home. We were ahead of the curve on using digital tablets with
older people. As of 2017, the day centre from our study, now offers digital tablets
along with traditional computers in their training classes. In light of this evolution
of the digital tablet, what relevance does this work retain for future work conducted
with older people and digital tools?
We believe our work has lasting relevance because it not about a specific digital tool.
It is about understanding the influences on older people’s perceptions of digital tools.
Those influences are driven by the interests and needs of their everyday lives. Older
people’s interests and needs extend beyond the stereotype of health management.
We offer examples of alternative venues for digital tool engagement outside the
traditional computer training classes. We explored the persistent deficits in training
classes, interface and hardware design. We explored ways to answer those deficits
and needs through providing a venue for the older people to have a voice in the design
and purpose of digital tools. Our work provides an example of fostering adoption
and successful digital tool engagement through identifying added-value needs to
older people’s lifestyles. We demonstrated that community organisations without
a technology training remit can be an alternative venue for digital tool adoption.
The digital devices will change but was has not changed is the exclusion of older
people from the digital culture. What our work aims to change is the inclusion of
the older people’s voices in the digital culture. Until older people are included in
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the conversation and development of our digital culture these issues will continue to
persist and our work will remain relevant.
6.9 Future work
Many of the findings, strategies and challenges arising from this research lay the
groundwork for further research in Brighton, where a new GoodGym site is forming.
We will see how the GoodGym App translates into a new community that was
not engaged in the original development. From the administrative side, we will see
how processes around runner registration, coach/runner pairing, and communication
with coaches translate into the new site. The expansion will offer the opportunity
to form new connections while continuing to build on the collaborative relationship
with GoodGym we have been developing since 2011.
A community-based participatory design methodology will be used to co-create, con-
duct and evaluate the research with a team rather than a single researcher. Looking
beyond GoodGym, we aim to identify other community organisations supporting
older people without a digital technology training remit. We will be exploring our
recommendations and procedures in a new environments and testing them for trans-
ferability.
We also agree with Rogers et al. (2014) and Lim and Nevay (2016) that we should
utilise maker and DIY platforms to encourage co-creation with older people. We
made our first attempts in August 2013 at an event called Hack the Barbican. We
ran two workshops as part of the week long event. One workshop was an Electric
Light (Arduino) and the other was an Electric Paper (conductive ink and graphite)
workshop. The workshops were well attended. We only had one older person at
the Arduino workshopband a person facing disabling barriers at the electric paper
workshop. However, both were highly engaged and empowered by the experience.
We are aiming to continue to engage with older people through crafts, maker and
other DIY digital technology platforms.
As we continue to expand the work started in this PhD we will disseminate the
findings to academic and non-academic audiences.
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A Appendix A: Examples of day centre study
field notes
In this appendix find a sample of field notes from the day centre study. The following







Participant/Observation  Field Notes  cc-fn-01
Archival # : 001
Site: Day Centre 
Data Collector: Pollie B. 
Typist: Pollie B. 




(taken immediately after the session.) 
Single level brick building – entrance is on the back. 
Door opens to foyer that is unmanned – table with leaflets
Entrance into hallway to common room – office on either side. 
Staff asked why here
Volunteer for tech classes
Meet TechEd – India lady in 20s new graduated from uni
Meet with Tech Manager – administrator of tech program
Stay to help out with session. 
Shaminia has lessons for those on desktop
Laptop users do their own thing. 
Two older gentlemen sit with laptops at round time. 
Sit between to help out with what they are doing. 
K1 – 70s and more tech savvy
K2 – 80’s and older less tech savvy
K1 – wants to save a video to show it later
K2 – concerned that have virus. 
K1 – show how to use online downloader to save video  to desktop 
K2 – look at and discover it is expired virus protection and spamware. 
Clean off computer to prevent popups 
Expanded Notes: date: 22.11.11 . time: 18:20
(detailed notes completed within 48 hours of end of observation.)
I arrived early to chat with Tech Manager and the instructor. I cycle to the building. It is a single level brick 
structure. There is a blue gate that surrounds it.  When facing the building, standing on the sidewalk. To the left, 
There is a bus stop directly in front of it. The bus stop is covered with a plexiglass and metal structure. There are 
maps on it to indicate the bus routes. To the right is a small parking lot that can hold 8 vehicles. All the spaces are 
full. 
I walk through the parking lot to the gate. It opens to a small garden. The building in the left. A garden and stone 
paths cover the back garden. The other two sides made of up 4 story structures. I take the short stone path on the 
left that leads to the entrance of the building. 
The door has a button that one can push and open it automatically. I open the door manually with my right hand. I 
enter into a foyer. There is no one there. On the far side there is a table with stacks of leaflets, brochures and 
flyers. They advertise various programs, services and events that are happening in the area. To the left are two 
bathrooms that are fitted for handicap use. One door is wide open and can see inside. 
To the right is open door into the common room. Open entering there is a small hallway with two offices on each 
side. The office on the left has windows between the hallway and the office. There are flyers covering the windows 
that prevents one from easily seeing through the windows. The door to the office is open. About 4 feet from the 
door A light colored wooden desk is parallel to the door  The administrator is sitting at the desk working on the 
computer facing the doorway. She looks up and asks if she can help me. I tell here I am here to 
Volunteer for the technology class. She points across the hall to the door opposite. N1 is over there and he 
oversees the technology classes.  I turn to the door behind me. It is nearly closed and there are no windows facing 
into the hall. I knock and a male voice tells me to come in. An indian man in shirt and tie is sitting behind a desk  
working on a computer. He is facing the door. There are two chairs to my right pushed against the wall. 
I tell hime I am Pollie and I am here to help with the technology class. We had communicated over email. He 
introduces himself as Nural. He oversees the technology program as one of his many duties with AgeUK. He asks 
what my interest is in volunteering. I tell him I am looking at how older people use computers as part of my PhD 
research. I would like to volunteer and observe participants in the class work with technology. He is happy for me 
to volunteer. He asks what will the volunteering involve? I tell him I would like to record what happens in class. He 
asks if I mean to video or audio record. I say I would like too do either both or just audio record. 
He gets up and asks me to walk into the common room. We exit the office and turn left into the common room. 
Windows line both right and left sides of the walls. At the back left is a kitchen where they preparing lunch. Along 
the left wall is a line of 8 cushioned chairs. 3 of the chairs are occupied by older people.All of them are women. 
Two appear to just be sitting there looking into space. The third is reading the paper. There are 5 small round  
tables with two or three chairs at each. They are currently empty. To the left  next to me perpentual is a long 
banquet table. On it is a CD player and some more flyers and hand outs. Above the table are festive decorations 
for the coming Christmas season. 
To the right there are two banquet tables. There are against the wall that is other side of the administor’s office and 
the other is along the right wall under the windows. There 3 desktop computers set up on each table. They have 
22’ flat screens and are black. There are black keyboards and mouse and mouse pads in front of them. There are 
cushion chairs on wheels, “desk” chairs in front of the computers. The chairs are close together as there is not 
much space between the computers. The desktop computers are on the floor below each of them. In the far right 
corner where the two tables meet is a tabletop printer. It is nearly hidden by stacks of paper. 
There is a tall cabinet with double doors next to the end of the computer table on the far side of the wall. Next to 
the cabinet are three more cushion chairs against the wall and facing the room. An older man is sitting in the 
middle chair. He is holding a cane in his right hand and is watching the room. 
On the left out from the computers on the banquet tables, is a round table. It has found chairs around it. A few feet 
f
 
rom this table is another round table with three wooden back chairs with cushions. 
At the computer station near the printer sits an older indian woman. A young indian woman is standing next to her 
directing her on the computer. At the round table are two older men with laptops.
Nural, tells me this is the technology class for tonight. He indicates that it is taking place in an common room that 
is used by other patrons of the facilite. While it realivity quiet tonight it often quite busy. Since it would be difficult to 
be sure that non-consent people would not be video or recorded, he prefer that I don’t I do any recording. Also the 
presence of a video camera could be distruptive. Additionally, there are many part-time staff and service workers. 
It would be hard to make sure everyone knew what is going on and not upset any patrons and partner 
organizations. This is place many patrons come to get out of their flats and socialize and they don’t want to upset 
their routine. I ask if field notes are Ok. That means that I write down what I observe and it is annoymized. He was 
fine with it. As long as the participants in the class are Ok with it. 
Nural introduces me to TechEd. She is the young indian woman who is helping the older indian woman. I let her 
know that I am here to volunteer for the class. She welcomes me and is happy I am here to help. She points to the 
older men at the round table. Would you like to work with them? 
I say I am happy to do it. Nural leaves us to it and heads back to his office. 
I walk over to the two men that table. I introduce myself to them. They introduce themselves at K1 and K2. K1 is 
an older man probably 80s and balding on top of his head. K2 is younger 60s and full head of hair. I ask if they 
would like me to help out with anything. They both say yes. I ask if I can sit between them. They say they that will 
be fine. I pull up a chair and sit down. K2 is on my left and K1 is on my right. 
K2 tells me he wants to download a video from the internet. There is a funny video on the SkyTv homepage. 
Because they change the videos daily. He is frustrated that he can’t find them again later. He wants to be able to 
save them and view them on his own. He has an external hard drive to save the video too. The external hard drive 
is a Seagate drive that hold 500gb. He shows me a video of bear and cub playing. I show him how to roll over and 
see what is the host of the video. In this case it is a youtube video. We got the youtube video site. I suggest that 
maybe he can just save a link to the video and does not need to save it. K2 it is hard to find save links. Also is 
interent is often slow at home. He prefers to be able to save the video and watch if from the hard drive. 
I ask him to bring up another tab in the browser. He asks if I mean “google”. “Google” is his browser. I say that 
google does allow him to search but internet explorer is the browser. I say the “browser” is like going to a mall. It is 
one building with many shops to visit. There is usually a directory that tells where things are and what is available. 
Google is like the directory. Here the mall is full of millions of stores and you can ask google where to find what 
you are looking for. K2 says, yes Google is my browser and helps me find what I am looking for. I decide for first 
session to just focus on the task he is interested in, downloading videos. 
I ask for him to open a new tab. K2 says “new window”. I say yes, a new window. He opens a new window it open 
the google search page. I ask him to type in “download youtube videos” I explain that “download “is the internet 
term for saving. So when he wants to try to save something goolge “download” with the term. 
He uses hunt and peck to type out the search in the google page. He clicks the search button on the screen with 
his mouse. He has  a usb mouse he plugged into the computer. 
The top results of the search is keepvid.com. I tell him this is one  have used before so I know it works. We can try 
it. I tell him we need to copy and paste the video link into the Keep video input bar. I ask him to go back the 
window with the bear video. 
He uses the mousse to use the mimize button in the upper right-hand corner to miminze the keepvid window. He 
goes to his task bar at the bottom of the screen and clicks on the browser icon to bring back up the google 
window. I see a windows 7 sticker on the laptop keyboard surface. I ask K2 what version of windows is on his 
laptop. He say Windows 7. I ask him how did he know which one of the browser icon to click. He said that the 
newest ones are listed to the right. In this case, there are only two so the left is older one and the right one is the 
one we were just looking at. I ask it is confusing to keep track of the open windows. He says sometimes. 
When he brings up the window with bear video, I point to the address bar. This is how you know where the web 
page lives on the internet. Just like our houses have physical address that are unique. Each webpage has it own 
web address. Using this we can tell how to find it. WE need to copy this address and paste it in the vidkeep screen 
to tell vidkeep where to find the video. 
I ask K2 to put his mouse\s cursor in the address bar at the beginning of the web address. He navigate easily and 
positions the bar at the beginning. I ask if he is familiar with click and drag. He says yes, I use the computer a lot 
and use click and drag a lot. I say then click and drag to select the address. He does the click and drag and 
without me prompting right clicks to bring up the menu. He select copy from the pop up menu. 
I tell him that he showed me and he is moving to the head of the class. He smiles and chuckles. I ask him to bring 
up the other window. He uses his mouse to go to upper right corner and minizmies the window. He then clicks on 
the right IE icon on the task bar at the bottom of the screen and brings up the keepvio window. 
I say what do we do now? He says I put my mouse in that box and paste the link. Yes, you got it I say. He 
navigates to the input box on keepvid. When I get the cursor, he right clicks and pastes the link. 
I now ask. What do you think we do? He looks for a few seconds at the screen. Then “ I think we click the 
download button”. That is right I say. 
He navigates his mouse to the button and clicks it. The screen updates and displays the countdown to 
downloading the video. I say that now we wait for the video to download. He says” it says 20 minutes. Yes, I say. It 
can take 20 minutes or might be less or might be more. Depending on the connection it could change. I ask if has 
other things to do while I work with K1. He says yes and thanks me for my help. This is what I am here for. 
I turn to K1 who has been looking a photos on his computer. I ask K1 what he would like to do with photos. 
K1 picks up his digital camera. I have this camera. I took some pictures a  friends party. He turns the camera over 
and opens the bottom slot. He then removes the SD card. I copied the pictures from this SD card the computer. 
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Then I hit the ESC key and they were deleted. I can’t find them on the computer. It is OK  because they are still on 
my SD card. I save all my SD cards for backup. He shows me in his case three other SD Cards. 
He would like to copy the photos again but doesn’t want to risk they get deleted. I let him know I understand his 
concern. It is very worrying when you think you have lost something. Especially with computers. I try to say that it 
is unlikely that hitting the escape deleted the photos. If is OK with it. I we can take a look and see if the photos are 
on the computer. 
He says that will be fine. I ask him to show me where he usually goes to the photos. He says they are in photo 
Gallery. He has a mouse connected to his computer with a usb cable. The mouse is on the right side and the usb 
is plugged in on the back ot he laptop. I see a Windows Vista stick on the keyboard area of his laptop. I ask him 
what version of windows he is using. He  says windows visita. 
He takes the mouse with his right hand and navigates to the Photo Gallery icon on his home page. He leans 
forward to the screen. I ask what is is doing. He says he is making sure that that mouse is on the icon. I ask is is 
hard to see. He says yes he loses track of it. He clicks the icon and then waits a bit and clicks again. Sometimes it 
doesn’t open, K1 says. I say that it is because the mouse was designed by people who think everyone should 
have to click fast. To open it with clicks you have to click faster. Or if it is easier, we can try a right click. That is the 
method that K2 uses. K1 says “ok lets try the right click he is good with comptuers” 
K2 says” I prefer the right click”/
I show K1 that right button the mouse. All you do is position the mouse on the icon and click the right button 
instead of the left. It opens up the menu where you can chose what to do do. It will take some getting use to.
K1 I get that menu sometime but was not sure how it happened. He takes the mouse under his right hand. He 
lends forward and positions carefully the mouse on the icon. He then say” right button and looks down at the 
mouse and clicks the right button. 
He looks up at the screen and see the pop up menu. I show that opne is the top option of the menu. Now position 
the mouse on top of “open”. He positions the mouse and then ask right or left? Left click. Left is for selecting. Right 
will open u pthe menu. 
He looks down at the mouse and presses the left button. The opne button is selected and Photo Gallery open it 
up. It has rows and columns of photos. They are labeled with dates. K2 points to the screen. I had added the 
photos from SD card. They were right there. He says pointing to the upper left row to far left. It would have been 
the newest photos. 
I ask if it was Ok if I took at look at the computer. K1 said it was fine. I turn the computer toward me, to the left but 
made sure that K1 could see the screen. I tell him that photo gallery was there to make it easier to view photos. 
But the actual photos are stored elsewhere on the computer. I am going to look and see if they are still on  the 
computer. 
I tell him that I am going to mimize photo gallery. 
Then I tell him that I am clicking on the “windows” button on the lower left of the screen. 
K1 – “yes, that takes you to notepad. 
Yes, I say it also takes you to other areas of computer. I click on the windows button. I show, this the photos folder. 
Let’s see if photo gallery stores photos in this folder. 
K1 – is that where photos are?
I tell him I am not sure because I don’t use Windows I use Mac. So we are an advienture together. 
K1 but you know computers. 
I tell him that there is a lot about computers that I don’t know. And that that main thing is knowing how to look for 
stuff. 
I right click on the photo folder and chose open. I do this to reinforce the right click. 
It open with many folders labeled by dates. I ask if any of dates look like the date of the photos of the photos he 
loste. K1 says it would be 19.11.2013. He leans close to the screen. I ask if he would like it be easier to read. 
He say yest. I move my mouse to top of menu on left and show where there is a folder. If you click it will give 
options. Would you like large icon. K1 says yes. I click on large icons and the icons and text triple in size. 
K1 leans back and says that is much better. The folder are displayed in a grid view.  I read out the first date. Tis 
one say Nov 19th. 
Do you think that is it? I say lets find out. I turn the laptop back toward him. You do the honors. K1 takes the 
mouse in his right hand and says. I am goig for double click. He clicks and then pauses and clicks. I say give it 
another try. I click and clicks and the fild opens. 
K1 – oh ! this is them. They are here. 
I am glad we found them. I think they just didn’t get connected to photo gallery. Would you like to get them back 
into the photo gallery. 
K1 yes, please. 
I am not sure how Photo gallery works so I will have to look figure it out. Is it ok if I drive the laptop. 
K1 yes and turn the laptop towards me. 
I use the trackpad and navigate back to the photo gallery. I tell K1 I am going to look at the file menu that is usually 
where import and export options are. Just like real world import and export of goods. It is how we put things in and 
take them out of photo gallery. 
I look under file and see import. 






















































































































Do you see this import option 
K1 leaning toward the screen “yes”
I am going to select it. I click on import. 
I pop up screen comes up. And opens to photos. I ask K1 do you remember the photos folder we wer just looking 
at. 
He says yes. 
Fortuntaetly , this opens right up to that photos folders. Do you see the 19 nov folder.
K1 leans in and looks for about 15 seconds. He takes his finger and points to the screen. 
There it is .
Yes, that is right. 
Now that you found it you can bring into Photo gallery or import it. 
I turen the laptop back towards him. He pulls the laptop closer to him. 
He takes the mouse in his right hand. 
I tell him to click on the nov 19 folder in the popup window. 
He leans in and ask” double click?
Not this time I say. 
He right click?
No left click. We want to select the folder. Or in the real world we could be pointing at the folder. 
He uses the left button and clicks the icon. 
Now I say do you see at the bottom of the window there is white bar. It now has the name of the folder in it. 
And there is a button called import. 
Click on the import button. 
Left click? K1
Yes left click. 
He uses the left button and clicks the important button. 
I progress bar dcome up. 
This showing us that the computer is working on bringing the photos into photo gallery. 
In about 30 seconds it finishes. 
And the pop up window disappears.
Oh Look! There they are ! K1
Yes, they just weren’t in the photo gallery.
Now I know to stay away from ESC key. K1. 
I understand how you feel but ESC will be usefull for other things 
We can practice that another day. 
K1 opens the photos. This is the party we were at last week. 
See the lovely cake. 
Yes it looks delicious. 
We are about to run out of time. Is this good for this session. 
K1, yes thank you.
That is what I am here for. 
I turn to K2. Has the video finished downloading.?
K2, yes I think so it say Finished on the web page/
K2 leaves his email and clicks on bottom task bar to bring up  vidkeep window. 
It has the status bar of complete. 
I say ok we need to go to your download folder.
Do you know where that it is?
K2 yes, that is under my windows button. 
He clicks on the windows button and moves his mouse up the menu until he gets to downloads folder.
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He clicks on the windows button and moves his mouse up the menu until he gets to downloads folder. 
He clicks on the downloads folder and open it. 
Do you see the video I ask?
K2 am not sure. 
The view is in grid view. I ask if he would like it to be bigger. 
K2 says yes. I point him to the folder icon in the upper left. Click on the folder and see what options you get. 
K2 navigatiosn  to the folder and clicks to get options folder.  He selects large icons. 
The icons and text triple in size. He looks at the screen again. Is it the one with back squares? 
Yses I say. It suppose to look like a film. 
Open it up and see if plays. 
K2 navigaties to the icons with his mouse. And right clicks to get the option menus. Select open and waits. 
The cursor turns into spinning wheel. 
At least we know it is doing something. 
It open movie player
K2 now we are getting somewhere. Yes, I say. 
The move plays. 
This is great says K2. 
Good. Now would you like to name it something that makes sense to you.
K2 yes. 
I say go back the downloads folder. 
K2 navigates to the windows button clicks and opens the options and selects the download folder. 
It opens up the folder. 
I point the name under the folder. 
You can double click or right click on the name to change it. 
K2 navigates to the name and right clicks. The option menu pops up. 
I say look and you will see rename. 
There it is “K2 says.  He navigates and clicks on rename. 
See how it turns blue. 
K2 yes. Now if you just hit the return key will clear out the text. 
K2 looks at the keyboard and presses the return key. 
Ho that is nice K2. 
Yes,
Now type what you want to call it. 
He looks at the keyboard and using his pointer finder of his right hand to pick out funny bear. He does not look at 
the screen 
He stops and looks up at the screen
Are you done I ask.
K2 yes. 
Ok. All you have to do is press the return button. 
Again.
He looks down at the keyboard and presses the return button. 
See how it now white on back and the cursor is gone?
K2 yes, I think. 
We can look at it again. 
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K2, time is up and I need to go. 
Ok. Next time we can move video to place to save on computer and look at renaming. 
I turn to K1, are you good?
Oh yes, I am glad to have my photos back. K1
I am glad. But there were never gone. 
I will see you next time.  K1 that will be great. 
K2 – to K1 do you need a ride home.
K1 yes.
 K1 turns to me, I live on the way so he gives me a ride home. 
K2 it is a little out of the way but I don’t mind. 
K2 and K1 pack up and leave. Carefully putting items away. 
I turn to SH1 and say well that was good. 
We didn’t get much time to chat. 
Sh1 that is often the case. 
Thank you for your help. Will you be here next week. 
Yes, I say. I would like to come this time every week if that is good. 
Yes, we can use the help. 
Ok I will see you next week. 
I pack up my stuff and go to my bike. 
Qualitative Research Methods: A Data Collector’s Field Guide 2005 
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Participant/Observation  Field Notes cc-fn-02
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(taken immediately after the session.) 
B1 – woman in 60s. 
Working on desktop computer provided at centre
Wants to post a picture on Facebook for nice. 
Has an account on FB already. 
Issue: Can’t find picture on computer ( acutally USB) 
Because wants to share with niece. We post on wall. To share. 
Where is my album? We have to make an album. 
Hard concept to differ between album, wall and messaging. 
Very concerned about sharing too much.
Can only she see it?
No, when on wall all contacts can see it. Show “:friends”” list. 
Expanded Notes: date: 06.12.11. time: 18:20
(detailed notes completed within 48 hours of end of observation.)
I arrive just as the class is suppose to start. As I approach the entrance two staff workers are sitting on the porch 
smoking. One is male and one is female the look to be in their late 40s. The male gets up and opens the door for 
me as I approach. Thank you I say. The male smiles and nods. 
I enter and the foyer is empty with it table and flyers. I turn to enter the common room. The black women 
administrator is at her computer in the office on the right  Her door is open. I wave as I walk past. She smiles and 
nods. 
I enter into the common room. The kitchen staff is preparing food for lunch. Along the left wall, there are four older 
people sitting the cushioned chairs. Two are occupying the chairs closes to the kitchen. They are chatting to each 
other. The one closes to the kitchen sees me and waves. The women she is talking to turns and looks at me and 
waves. I wave back. The women continue their conversation. 
There is an empty chair and then the next one is occupied by an older gentleman who appears to be sleeping. His 
eyes are closed and mouth is open. He is breathing regularly. There are two empty chairs and then chair is 
occupied my older woman who appears to be staring at the room. I wave but she does not seem to see me. 
On the left side of the room in the chairs along the right wall there are 3 chairs. In the center chair is the older man 
with his cane in his right hand. He smiles and nods to me. I smile back. 
TechEd comes up to me. There are three participants today. The L1 an older lady who is sitting at the round table 
with her laptop. It is a white laptop. She has a cart to her right. It has a wire frame and cloth interior. She is sitting 
in the chair next to the desktop. Her back is the to desktop computers and she is facing the common room. There 
is a older man at one of the desktop computers. It is the one closes to the hallway to and from the common room. 
He and L1 are back to back. A woman is at the desktop next to the window. Her back is to the room. 
TechEd takes me over to th lady. TechEd lends over and places her hand on her shoulder. My I interrupt. 
The lady looks up from the computer screen. “yes of course.”
TechEd. This is Pollie she is a new volunteer. She can help you today. 
Hi I say and offer my hand. 
The lady says, I am B1. 
TechEd what are you working on today? 
B1 – I want to send a picture to my niece on Facebook. 
I say, I am happy to help you with that. 
I sit down in the chair on B1 ‘s right.  I am between B1 and the older gentlemen. There is an empty chair and 
computer station between the older genteleman and myself. 
I look at the screen and B1 has IE opened and Facebook is up. She is on her FB home page. 
I say, so you want to send a picture to your nice. 
B1 yes. Right now I can’t find where the picture is.  It isn’t in my folder. 
I ask what do you mean by your folder? 
B1 – the work I do here I have a folder that I save all my work too. 
I ask can you not find the folder or the specific picture?





















I would you mind showing me the folder. 
B! – Ok. 
She uses her right hand and navigates to the windows button in the lower left of the screen. She clicks and opens 
the popup menu. She navigates up the menu and selects my documents. 
It opens a new screen. A grid view with icons of the folder appear. There are 8 folders with different names. She 
navigates to the folder with her name on it. And double clicks and opens the folder. 
It opens a list of documents. 
What are these files? I ask. 
B1 – most of these are my assignments. 
What are assignments? 
B1 – sometimes TechEd gives us assisngments if we don’t have something to do. These files are mainly for 
working in Word. She says moving her moouse over the documents. And these she says pointing to ones 
with image icons are with the photoshop 
Oh, I didn’t realize you had photoshop on these machines. 
TechEd is helping the older man. Her  back is to me as leans over him. She turns around and says: It is actually 
photoshop, is it the windows photo editor. 
B1 – yes, windows photoshop. 
TechEd smiles at me and turns back to helping the older gentleman. 
I ask “what is the name of the picture you are looking for.”
B1  - it is party. And it is not here. 
P- yes, you are right it I don’t see it here.  How did you get the picture on the computer?
B1 – I plugged it in. 
P- What do you mean you plugged it  in?
B1 – Down there… She rolls back her chair and there is a SDcard reader plugged into the desktop computer. 
She picks up the reader and points to the blue edge of the SDcard that is sticking out of the reader.
I put the SDcard in the reader and plugged the reader in the computer. I know the picture is on the SD card. I 
check on the camera. The light is green. So it is powered. She points to green bulb. 
P – is this your card reader? 
B1- yes. I use it at home. 
P – You have a computer at home?
B1 – yes. She sets the SDcard reader back on top of the tower of the computer and sits back up and rolls her 
chair back up to the computer station. 
P – is it like this one here with screen and computer and keyboard and mouse. 
B1 – yes. 
P- How does it work when you plug the SDreader at home.
B1 – When I plug it in and put in an SDcard, It opens the images up in My gallery. She says pointing the screen. 
P- When you plug in the SDcard reader why do you think the picture will show up in your folder on
This computer.
B1 – I thought software of SDcard reader would find my name and put my pictures in my folder. 
P – I smile. That would be nice. 
B1- one yes.
P – the truth is computers are not that smart. They have to be told how to do many things. 
Did you remember the first time you used your SDcard reader on your computer at home. Did you have do 
something special to get it open up the photogallery?
B1 – My son set up the SDcard reader so I don’t know. As long as I have used it. It goes to the photo gallery. She 
points back to the screen with her folder. 
P- So what is going on is that the photos as you know are on the SD card. However, this computer hasn’t been 
told what to do with the pictures. It doesn’t know to put them in your folder. It is like if I show up and TechEd 
hands me a paper  and to put it your folder. A physical folder. I have questions like” Who is B1”. Where are the 
computer students folders stored?”
So right now the computer doesn’t know what to do. 
B1 – oh ok. 
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B1 – oh ok. 
P – the first thing we need to do is go where the photos are. Where are they?
B1 – on the SDcard. She starts to roll back her chair. 
P- it is ok, we can leave it in the reader.
B1 – rolls back to the desk.
We can look at the SD card on the computer. 
Go to your windows button like you were going to open my documents. 
B1 – navigates to the windows button (LH) of the screen. 
She positions the mouse on top and waits. 
P- you can click on it an open up the menu options.
B1- clicks and opens up the menu. She pauses and looks at me. 
P – ok look at the list. You see something call My computer. 
She looks and says” no” 
I put my finger on the screen next to my computer and ask again. 
B1 – oh. I see it now. 
P – now click on it. 
B1 – navigates to it and clicks on the my computer. 
It opens up an window the shows the C;drive, Ddrive. e/drive and f: SDcard. 
I ask do you see something label with Sdcard?
B1  - looks and then uses her finger to point to the screen and places it under the f:drive. 
Is that it? And leans towards the computer
Yes, I say. She removes her finger and leans back. 
Just FYI – do you see the c:drive? I place my finger under it. 
B1 – yes. 
I then point down the tower under the table. The C:drive is the compuer. It is where all your files are stored. 
B1 – looks down at the tower and back up at the screen. Ok. 
P  I am telling you so just know what the other folders mean. 
B1 – looks at the screen and the SDcard is the f:drive. 
P – yes on this computer. 
The Letter might change based on the computer. The important thing is not the letter but the SDcard label. 
B1 –Ok.
P – so when you plug in your Sdcard reader what do you do to get the SD card?
B1- what are you asking? I don’t understand. 
P – Do you remember how we got to this screen?
B1 – I think so. 
P- How about if we retrace our steps and then we will open the pictures?
B1 – Ok. 
P- I am going to close this window. I take the mouse and click the window closed. IT is back the Facebook page.
B1 – Ok. Now what. 
P- now we are going to find the SDcard again.
Do you remember what to do first. 
B1 – first I need to plug it in. She starts to roll back her chari. 
P- I place my hand on her right arm that is on the desk.  It is already plugged it. She stops rolling back the chair
and I remove my arm.  We don’t need to go back that far. So lets pretend we just plugged it in. Now what do we do
to find the SDcard?
B1 – The windows button? Looking at me. 
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P – that sounds like a good idea. Let’s try that. 
 
B1 – rolls chair back up the desk. She moves her right hand on top of the mouse and begins to navigate to the 
windows buttuon. She leans in towards the screen. She clicks on the windows button. The menu pops up. 
 
She turns to her right and looks at me. With a questioning look. 
 
P- where do we go now? 
 
B1 – My documents? No, that other thing. 
 
P- my computer. 
 
B1 – turns back the screen oh right…. My computer. She leans into the screen and slowly navigates up the menu. 
She passing my computer. 
 
P – I lean in an place my finger next to my computer. Take a look again. 
 
B1 – oh yes, sorry. And moves mouse back down to my computer and selects it. 
The window popups and show the Cdrive and sdcard. 
There it is = B1. 
 
P = yes. And remember the first rule when working with computers. You aren’t allowed to apologize the computer. 
You are smart and comptuers are dumb. Thinl of them as a small child. They have to be told what to do and 
specifically how to do it. If not they get confused. That is what errors messages mean. They may look shiny but 
they aren’t smart and they can’t think. 
 
B1- Oh Ok. I just feel so lost sometimes. 
 
P- we all do. Using a computer doesn’t mean you know everything about it. It about knowing or guessing where to 
look for stuff. 
 
B1 – Oh if you say so. 
 
P – alright lets finally look at your pictures. 
 
B1 – yes, lets see the pictures. 
 
P1 – double click on the SDcard to opne it up. 
 
B1  - naviagates to SDcard and double clicks. 
The window opens to show the DCIM folder. Along with some other files. 
 
P- so thing is your camera has several folders for stroing images. 
For your pictures we are concerned with finding your images. 
In this case they are DCIM folder. Do you see the DCIM folder. 
 
B1- yes. What are the other folders.
 
P- we aren’t going to worry about them now. Just they are there for your computer and camera. The one you are 
interested in is the DCIM folder. Open it. 
 
B1 – navigates to it and double clicks it. It opens and there is list of image files with number labels. 
B1 – Ah. Are they corrupt? They aren’t showing the image. 
 
P – they are fine. There are different ways to view files. Do you see the folder icon in the upper left hand corener. 
 
B1 – yes She looks up and to the left. She takes her right hand from the mouse and moves it over the folder. Do 
you mean that one. 
 
P – yes. Click and open it. 
 
B1- take her right hand and puts it back on the mouse. And navigates to the folder icon in the ULC and clicks open 
the options. 
 
P- you can choose different views to make it easer to see. How about large icon. 
 
B1 – Ok. As she leans forward to the screen. 
 
P – I ask is the screen hard to read?
 
B1 – No. I just never sure where things are. They move around  a lot. She navigates down the menu and selects 
Large icons.  The menu closes and the photot icons change to thumbnails of pictures
 
B1 – leana back and smiles and says. Ah there they are. They are Ok. Good. 
 
P – yes. They are fine. 
 
B1 – now I can put them in my folder? 
 
P1- why do you want to put them on the folder?
 
B1 – so I can post it on Facebook for my niece. I want to send her an album. 
 
P – ok. We can do that but we don’t need to put them in your folder on this computer. 
Putting them in your folder means you are putting them on this computer. I point the tower below the table. 
We can put them on facebook from the SDcard. This way you aren’t putting photos on a share computer plus it 
bad mapping
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We can put them on facebook from the SDcard. This way you aren’t putting photos on a share computer plus it 
takes up space on the machine… the computer. 
 




Let’s go to FB. 
 
B1-navigates up to the close button and clikcs to close the window with folders. 
 
The FB page is now visible. 
 
P – what do you want to do?
 
B1 – I want to make album. 
 
P – Ok.  Do you see the Photos options on the left hand side under your name. 
B1 – looks for a about 5 seconds. I don’t see it she says and turns to me. 
 
P – I put my finger next to photos. Take another look
 
B1- leans forward and says. Ahhh. I see it.  She clicks on the photos links. 
 
P1 – is it hard to see the blue against the white. 
 
B1 – it is not the color and it the size and there are some many things. 
 
P – we could make it bigger. 
 
B1 – No that is Ok.
 
P= all we have to do is click the control button and the + sign. 
I will do it and you can see if you like it. 
 
I press the control with pointer finger of left hand and use right hand to press the +.
 
I press once. See how it is a bit bigger. I will press again. 
 
B1 – oh that is nice. How do you do that?
 
Press control and the + button. To make it smaller just press the – button. 
 
I press the minus twice. See it is back to normal.
 
B1 – leans forward make it oh. Olk. She leans back make it bigger. 
 
P – you can do it. 
 
Take your left hand and press the control button and now keep holding control button na press the +./
 
She put pointer finger of left on control button and then presses + with right hand pointer finger. 
 
The text gets bigger. 
B1 – it is not has big as you got it. She frowns.
 
P – press it again. You keep pressing the + until it the size you want. 
 
B1 – presses it again and holds her pointer finger RH above the key. She looks for a minute and then preses 
again. Then looks for about 5 seconds and then again. 5 seconds and again. 
 
Oh. That is too big. She take both hands off the keyboard. 
 
P – it is Ok. Just hold the control key again and press the – right next to the + 
 
B1 – places her LH P finger on the control key and uses RHP finger and hits the minus. Pauses with finger above 
the key and then presses it again.
 
Oh Ok that is good. 
 
P – OK.  Lets look at the page.
 
B1 0 ok and she now has hands on either side of the keyboard. 
 
P – Do you see anything that indicates we could create a photo album. 
 
B1 – she looks for several seconds. There is the create album.
P – that is looks good to me lets click
 
B1 – clicks it and It opens a pop up window. 
B1 – what are these they are not mine. 
 
P – it is ok. The computer opened the download folder. This is default place that it open. Remember I said it was a 
child. We are now going to tell it where your photos. 
Where are your photos?
 






















context: learning new skills
B1 – presses i…
accepting new option
accessibilty: visiability issues
context: learning new skills




P1 – is it h…
guidance learning
interest facebook
P – I pu…
existing knowledge
mapping: content organization
The FB page i…
B1 – now




B1 – leans forw
ard m




ake it bigger.    B1 –…
P –…
Letʼs go to FB.…
B1 – on the computer.
 
P – are they on the computer or are they on SD card. 
 
B1 0- righ they are on the SD card.  She points under the table top. 
 
P- right. Sow what do we need to tell FB. 
 
B1 0 that my photos are on the SD card. 
 
P – yes. Right now it is download. Do you see at the top where it says : computer/local/users/ download.
 
B1 – yes. 
 
P That is how we know what folder we are looking at.   We call these breadcrumbs. Like hansel and Gretel . This 




P – Look to the left column and see all the options of places on the computer. 
 
B1 – yest. 
 
P – do you remember how we got to the SD card last time?
 
B1 – hmmm…. Looks at the screen and puts hand on the mouse. Downloads? No. we are in downloads . 
 
P – right. 
 
B1 take left hand an points . computer. 
 
P – yep, you got it. Click on it. 
 
B1 take left hand away from screen and NM to the computer and DC it open. 
 
P – does this look familiar.
 
B1 – keeps right hand on computer. Yes. 
 
P – what do we do now?
 
B1  - The SDcard. There it is . she nods her head. Toward the screen. 
 
P – Let’s open it. 
 
B1 0 NM to icon label SDcard and DC to opne it. 
A window pop up  with the list of folders. 
 
P – do you remember which one. 
 
B1 – looks at the screen and leans forwardl the mouse moves p and donw the list. 
The D one?
 
P – yes, that looks good to me. 
 
B1 – looks at me. So I lcick the D one?
 
P – yes. 
 
B1  turns back to the screen and positions the m on the DCIM folder and double clicks. It opens up to the photos. 
 
P – do you want to put all the photos or just a a few? 
 
B1 0 I can put all?   She turns and looks at me and leans back in chair. Takes hands off M and put in lap. 
 
P – yes, but it could take awhile to move them to FB so for class lets just pick a few. Yuou can practice at home. 
How does that sound. 
 
B1  - Ok. 
 
P – lets pick one. 
 
B1 – turns back to the screen and put RH on the M and Nav mounse to scroll bar on the side of the window. She 
rolls the images up and down a few times. Then slowly beftween a few. 
 
As she doesn this she comments that is a party she attended and they had a orange cake. Her niece wants to see 
the orange cake. 
 
B1 – there it is it. She stops scrolling  uses FHP to indicate the photo second row from top of visiable pix. 
 
P – click on on it and selec t it. 
 
B1 0 Nav with RH on M to image an clicks on ot it. 
 
P – see the light blue color around it that is how you know it is selelcted. 
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P – Look to the left colum
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B1 – yes, I know. 
 
P – good. Now do you see at the bottom of the screen the white box now has the photo name and see the open 
button is now blue. 
 
B1 – yes. 
P – here open is how you tell FB you want to put the picture in a album.
B1 0K/
 
P – press open button. 
 
B1 0 leans forward to screen and usese RH on Mouse to nav to open and clicks it
The window changes and white and then a progress bar. 
 
B1- where is the picture? She turns and looks at me and leaves hand on the mouse. 
 
P – Pointto the progress bar. It is loading. The internet is not always fast as we like. 
 
B1 – Oh and looks at the screen. And uses LHP to progress bar. So the picture is moving to FB?
 
P – yes. 
 
The image finish and appears.
 
B1 – oh good it there. And now  do I get out. 
 
P – we have a couple of things to do. Looka t the tp do you see where it says untitled Album? 
 
B1 – yes. 
 
Click on it and we can edit. It. 
 
B1 0 ok. And uses RHP and nav to untiltie ablum. 
 
P- now tyoe what you ant to tto name the ablum. This is like putting a label ona physical photo ablum. 
 
B1 – ok. Orange cAke. 
 
B1  -l looks down at the keyboard and take LH and RH P fingers and H&P out the name. 
 
She looks up at the end to see if correct. 
 
P – ok now we need tell FB we want to save all our work. In FB terms that is post.
Look at the bottom of the window and press post. 
 
B1 – put her RH on M and navigate to post and clicks post. 
 
Window return to able. 
 
B1 – oh there it is .
 
P – now you have an ablum. Do you see in the right the “add photos” .
 
B1  ;ooks to right and picks up Rh and points to add photos. 
 
P – that is where you can add new photos. 
 
B1 – so my niece knows it is up. 
 
P – we would have to tell here.  Do you see share under the photos?
 
B1 – move RHP over to photo and lgoes left to right to share. 
 
B1  yes. 
 
That is how we tell your niece click on it. 
 
B1 – take RH on M and nav to Share and cliks it. 
 
Pop up with share album. 
 
P – do you know what timeline is?
 
B1 – it is all the stuff that comes up when log in. 
 
P – that is right. 
 
You can post on your timeline and you nieice can see it , or you can post to her timeline or you can send her a 
message. 
 
B1 – message, I don’t want everyone to see my stuff. I try not to post on timeline. To insecure. 
 
P – ok. Then go up the button upper left of the window and select the dropdown. 
 
B1 usess rh on M and navs to buttons and chooses dropdown. Choose private message?
 
P – yes. 
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P – yes. 
 
B1 – select PM.
 
P – now it has move the cursor to next box. Start typing your niece’s name.
 
B1 – takes hand off mouse  and uses RHP to start pecking out name. by third letter. 
 
P – is her name XXXX. 
 
B1 – yes, still looking at keyboard. 
 
P – if look up. You will see that it has filled in rest. 
 
B1 – oh. Looks up and leans towards the screen. 
 
P – ok, just click it to selelct your nicece name
 
B1 – ok. Uses RH to nav mouse to name and clicks it. 
 
P – see how it fills in .  – do want to say anything.
 
B1 – orange cake. 
 
P – put the cursor where it say write something. If you don’t want to move the mouse you can use th tab. 
 
B1 – ok. 
 
P – just click the tabl key on the keyboard. I use right hand to point to the tab keey. 
 
B1 – uses RH and clicks the tab key. 
 
P – can you see the cursor blinking in the box below your nieces’ name?
 
B1 – leans in and looks for several seconds, yes. 
 
P – whenever you are filling out forms, you should be able to use tab key to move from one box to another. This 
will save you having to go back to the mouse. 
 
B1 – Ok. 
 
P – now you can type orange cake. 
 
B1 – take both RH and Lh with P finger and H&P out orange cake. 
 
B1 looks at the keyboard the whole time she types. Then looks up at the end to see if it right. 
 
P – ok now we can send the Picture ot your niece.  See where it says Share album. 
 
B1 – yes. 
 
Click that and it will go to your nice. 
 
B1 –uses RH on M and navs to share album and clicks. 
 
The window close. 
 
B1 0 did it go?
 
P – yes. Your niece will get it. To check we go to messages. 
We need to get back to your main page do you know how?
 
B1 – I click my name. 
 
P – yes. 
 
B1 0 rh and nav mouse to name and click it. 
 
P – now we are boack on on main page. Do you see messages. 
 
B1 0 yes. 
 
Click son messages. 
 
B1 – yes. 
 
Click on it. 
 
B10 Rh and mouse nav and to messages. 
 
Now you see the message and image you sent to your niece. 
 
B1 0 if I have it how does she?
 
 
P – you both have it. It is like writing letters but you both get to keep copies of each letter. 
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Also as long as you see what you sent on yours you know she got it. 
B1 –Ok. So she and I can see the same thing. 
P – yes. 
B1 – Ok.. she sits for a few seconds. That is going to take some getting used to. 
P – yes, it takes a bit but more the you use the easier. 
TechEd, it is time to end the class. 
B1 – Ok. I need to pay. She pushes from the table and leans down to get her purse from the floor on her left side. 
She get out wallet and putllls out a pound and hands to TechEd writes her name and check on a check sheet. 
B1 – turns to me . Thank you. 
P – my pleasure. Your homework is to try adding more photos to your FB album.
B1 – Ok as she leans down to unplug SD card reader. She takes reader wraps cord around it and puts it in her 
purse. She then rools up to the table take mouse in RH and nav to windows button and pop menu. And selects log 
out 
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Archival # : 003
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(taken immediately after the session.) 
K1 – 
Has photos of dancer and wants to edit. 
Turnsout editor on computer is expired so have to search for a new one and download. 
Both have to learn how to use the new editor. 
Go through steps to make it brighter or darker. 
Expanded Notes: date: 29.11.11. time: 19:15
(detailed notes completed within 48 hours of end of observation.)
I arrive right 14:00 and approach the building. A middle aged blonde woman is taking smoke in the chair next to 
the door. 
I smile and nod as I approach and she smiles and nods back as I enter the door. 
The foyer is empty as usual. 
I turn to the common roon. The Admin’s office on the right , the door is closed and appears to be dark. She doesn’t 
seem to be in. 
I enter the common room. (put in later the set up) 
K2 is sitting at the round table and is bending over a bag on right. He is setting up for the session. 
There are two people sitting at the computers  in the lab.e One is a white older lady and the other is whitel older 
man. TechEd is sitting between them. They appear to have ms wordup. There are handouts next to them. They 
are typing on the keyboards using the pointer fingers of their hands. H&P style. 
TechEd smiles. Are you good with K1 today.? I don’t think K2 is coming. He is rarely late. 
Yes. 
I go over to K1. He has is laptop set up and is putting out the power cord. He plugs in into his computer.  He hands 
me the other end. 
K1 0 can you plug into the wall. 
I l ook around and the extension cord is not immediately visible. I look under the table. 
TechEd looks over her left shoulder. Yes, mean to tell you when need to put extension away at the end of the 
class so people don’t trip over it. People use the table for eating and socializing when classes are not going on. 
P – good to know and will do.  I pull out the extension cord. It is red on a reel. And has 4 plugs on it. I plug in K1 
cord. 
It is plugged in I tell K1. – 
K1 – turns on computer. It takes about 5 mins for the computer to startup. 
While we wait I ask where he got the computer. He says it was a hand-me down from a neighbour when they got 
a new computer. He tell me about his DVD player in his TV. He accidentally put the DVD in backwards and it won’t 
come out. He called  Curry’s and they will charge to come out and fix it. He is also not sure if his internet is 
working the way is tis suppose to at home. He has BT and suppose to have hight speed. He is not sure how to 
connect to the wireless and uses the Ethernet cable attached to the modem at home. He called the help desk but 
he wasn’t really sure if followed the instructions correctly. They finally told him they could not help him. 
The computer finally has finished booting up. 
I ask him what he wants to work on today? 
K1 – Have a picture of some dancers and there is one I like but it is too dark. I would like to lighten it up. 
P – Have you used a photo editor on a computer before. 
K1 – Awhile ago. It is here on the desktop. He points tho the windows phtoto editor. With his RHP finger on the 
screen. 
P – Lets open It up and see what we can do. 
K1- takes the mouse in RH and moves mouse to the icon. He attemepts to double clikc but is too slow and it only
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K1- takes the mouse in RH and moves mouse to the icon. He attemepts to double clikc but is too slow and it only 
hightlights. 
P – do you remember the other way we did last week?
K1 – no. What was that?
P – did a right click. 
K1 – oh that is right. 
P – so click the right button the mouse. 
K1 – looks at the mouse and clicks the right button. The pop up menus appears. 
P – now click the open. 
K1 – clicks the open button. He is leaning close to the screen. 
P – Is it hard to see the screen. 
K1 – It is not the size it is the brightness. 
P – you want me to see if we can change it?
K1 – no. Let’s just do the photos. 
The application opens and it shows and expired screen. 
K1 – It won’t let me in. 
P – yes, this was trial and it has expired. You would have to buy it to use it now. 
K1 – So I hae to go to a store? 
P – you would have to buy online. 
K1 – I don’t want to buy online. 
P – Why? 
K1 – too easy for people to get your information. 
P – Ok. We can find a free one to use. I will need to search the internet. 
K1 – turns the laptop towards me. Ok. 
I open up IE and search for windows 7 photos Editor. There is photoscape it is free and provides ability to lighten 
photos. 
. 
I point this to K1. This is free and K1 – Does it cost anything? Do I have to pay?
P –no it is free. 
K1  - yes lets try it 
P – download it. 
We will have to wait for it to download. How about we look at the pictures you want to edit. 
K1 – yes. He bends over to his right and digs in his bag. 
He pulls out his camera. He flips it upside down and takes out the SD card in his rh and then uses Left finger to 
slide under front of the computer. He find the SD slot. He uses left hand to lift up the laptop. He looks at the SD 
card and make sure the gold connectors are down and slides in the slot. 
K1 – there. 
P – Ah the sd card slot is in the front  of the laptop. My mom has a windows laptop. She didn’t think she had a sd 
card reader. I didn’t realize that they put them in the front. I will tell her to look there. I learned something new 
today. 
K1 – you didn’t know that?
P – I use MAC and they are different and There are lots of things about computers I don’t know. 
I see the program has finished downloading. 
Do you know where files are saved when downloaded?
K1 – no. 
P – take you mouse I will show you. 
K1 – picks up mouse in right hand. 
P – go to the windows button. 
K1 – what is that?
P – it is this blue button in th LLC of the screen.
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K1 – no. Letʼs just do the photos.    Th…
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P – it is this blue button in th LLC of the screen. 
K1 – on the blue menu buton. 
P – yes the bule menut button. 
K1 – using rRHM and nav to BSB. Click and open up the menu. 
P – do you see a listing for downloads. 
K1 – leans forwards and the menu disappears. He looks at me. It often does that. 
P – yes, because you move your mouse off it. When you leaned to look closer you move your hand to the right 
and see the mouse is now toward the middle of the screen. I point the cursor. 
K1 – oh. I didin’t realize I moved my hand..
P – I know it is natural movement. Lets try again. 
K1 – moves  RHM to WB and clicks and opens the popup menu. 
 This time I  point tho the <My downloads>
P – move your mouse to my downloads and we can open the application. 
K1 – moves to the my downloads slow and careflully. 
Once on top of my downloads. He pauses. 
P – go ahead and click it. 
K1 – RHM clciks the my downloads. And opens window. There is only the one file. 
K1 – what is that, using his LHP{ finger to point to the file. 
P –t hat is the app we downloaded. 
K1 – ok so now we are going to edit photos. 
P – first we have to install the application. 
K1 – so it is not on my computer? 
P - It is like we mailed ordered an item. It has arrived but now we need to unwrap it and set it up. 
K1 – Ok. 
P – put mouse on the icon
K1 – puts mouse on icon and double lcisk too lsow for it to register. J
P – try the alternative. 
K1 – what is the alternative?
P _ the right click. 
K1 0 oh that is right. The Right click. K1 looks at mouse and uses ring finger to RC.
Then looks back at screen.
K1 what is that and nod head to screen with gray wizard box. 
P 0 it is what is called a wizard it will step us through installing the app. 
First it asking where? It says Programs. And that is where we want to save. In most cases the defauls are what 
you want. 
K1 – ok. 
P – so you can click Ok to tell it to save to Programsn
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P – yes, because…






K1 – using rRH
M
…
P – so you can click Ok to tell it to save to Programsn
K10 right click?
P – no LC. Remember LC to select. RC only when want to open an application.
K1 – RHM to ok button. 
Next screen ask if want to add options. We don’t so just clikc ok. 
K1 – clicks OK . 
P – we have to agree to license so just click I agree. 
K1- navigates to I agree and 
Then a window changes and blue blocks fill the progress bar. 
This this the progress bar it will let you know that it s working ad when it get full it will let you know when it iis 
finished. 
K1 – I see it is moving quickly. Lifts LH and points to screen whwere blue if bocks are filling up bar. 
P – yes. 
About that time it finished and popus up finished and asking if want shortcut on desktiop. 
I arrive right 14400 and approach the building. A
 m
iddle aged blonde w
om
an is taking sm
oke in the ch…
DVD download software
This this the prog…
First it asking w
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P – tell it yes.  This will put the icon on desktop so you can access it easily. 
K1 – Ok RHM to clikc ok. 
Then the window closes and the program opens up. 
K1 – oh it is opening? 
P – yes, it opening for you. 
K1 – where is the icon?
P –it is on the desktop. We can look at if you want. 
K1 – no not now. I want ot see my pictures. 
The window opens with start page where there is circle with options for the photos.
P – do you see something that would let us edit the photos?
K1 0 looks and leans toward the screen and looks at the circule. 
Using LHP to indicate. Editor?
P – that would be my guess. I haven’t use this program either so we are goind to learn together. 
K1 – you haven’t use this before? 
P – no. So we will figure it out together. 
Click on the editer and let see what happens. 
K1 – right lick?
P – I think regular will work on this one. 
K1 – RHM on editor icon and clicks. As leans forward to align on icon 
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K1 – oh it is opening?    P –…
The window opens. There is blank white where a photos should be. L is menus options and bottom is editing tools. 
K1 – so we need to get a picture?
P – you got it. We need a photos. 
See the folders on the L we need to go to where you photos are. 
Move you mouse over the folder and put on the scroll bar. 
K1 – RHM move over to folders. He puts mouse on the arrow at the bottom and begin click. The folder move up. 
P – we are looking for my computer or computer. 
K – Ok. 
My computer shows up and and K1 keeps clicking. 
P – do you see computer? 
K1 – no. 
P – pause clicking and tlook again. 
K1 – take RHP and puts on screen and runs from top and stops 6 folder down. There it is. 
P – yes. Lets’ click that open. 
K1 put RHM and navs to computer folder and clicks open. 
P – now look for SDcard 
K1 – llooks at list and take LHP and runs down from the top. There it is stoping at SD card. 
P – open that one. 
K1 0 click on sdcard and get three folders. 
P – uyou want the DICM folder it has the pictures.
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K1 – so w
e need t…
P – uyou want the DICM folder it has the pictures. 
K1 – what are the other folders . 
P – they are for the camera and computer. We don’t worry about them. 
Click and open the DCIM’’
K1 – RHM and opens folders. 
Where are the pictures?
P – in the window below. See the photos? I use FHP to point to the photos in the window below the column.
The screen show listing of photos. With icons. 
P –do we need to make the icons easier to see. 
K1 – yes, make them bigger. 
P – Look at bottom of the window. There are some icons or small pictures. There rhere is the little vertical 
rectangle. I put my RHP finger next to the slider bar.  
K1  yes.
P – that is a slider bar. Like slider on a stereo. Put you mouse on it and move it to the right and the images will get 
bigger. 
K1 RHM position the cursors on top of the bar. Is that it? Leans in close to the screen
P – yes. 
K1 – slowly moves the bar to the right.
The images become bigger. He moves to max amount and one column of images. 
K1 that is easier to see. 
He looks at the 3visible
K1 – those are not it. 
He looks at the mouse and moves it back closer to the computer To the left. 
He looks back at the screen and positions the mouse on top of the scroll bar. 
He moves the mouse down the the arrow at the bottom of the screen. 
He starts to click on the arrow an look at the pictures. 
He pasts through 13 photos and the 14th is the one is looking for. 
K1 – there it is . See here the man in the middle being featured. He is hard to see and I want to brighten it. 
P – Ok. Let’s open the picture up in the editor. 
K1 – Ok. He clicks the photo. 
It does nothing. 
P – you need to double click to make it visible in the editor. 
K- Looks at his right hand on the mouse and then looks back at screen and reposition mouse in center of the icon.
Then looks back at the mouse and clicks twice tright after each other.
Looks back at the screen and image is showing the center white area. 
K1 – Got it.
P – yep you did. 
P -Now we can see what we can do to the picture. Look at below the picture at the options. I put finger next to the 
tabs. We have home, object, crop and region. We are currently on the home tab. 
It is giving options for framing the picture. There are several buttons on the right. Do you see anything that looks 
like it will do what you want. 
K1 leans forward to the screen with RH on Mouse and left hand on other side of the laptop. Round, margin and 
frame? What do those mean?
P – they are ways you can frame the picture. Look at little further right and what do you see? 
K1 – looks a bit more. Reszie, Bright, color? Is that what I want?
P – I don’t know why don’t we click it and find out. 
K1 – picks up mouse and moves it left so it is next to the laptop.then looks at the screen and then moves the 
mouse over the bright color tab.And open the drop down menu. 
Creates a pop up window with a long list of options. 
K1 – which one?
P – From the third top it say Brighten. Let’s start with that one.
K1 – moves the mouse but to the left and off the drop down and it disappears.
demonstrates mouse skills
popup menu
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P – uyou w
…
K1 – moves the mouse but to the left and off the drop down and it disappears. 
K1 – I lost it. 
P – it is Ok. Dropdowns can be tricky to navigate. 
P – go back the button.
K10- RH picks up mouse and moves it close to laptop to left. 
Looks at the screen and positions the curson on the Bright, Color button. Then clicks. A different menu pops up. 
P- Oh look at that.
K1 – yes, that is different. What happened.
P – it looks like there are two ways to get to the functions. The drop down or the direct menu. 
This is probably easier since you don’t have to navigate the column. 
K1 – Ok. 
P1 – look at the second listing from the top. It says brighten. 
K1 – yes. 
P1 – you see the rectangle and line next to it. Puts finger next to it. 
K1- yes. 
P1 – lets try that and see what it does to the picture. 
K1 – doesn’t reposition the mouse on the table. RHM and postion cursor on top of bar. 
Then clicks . nothing. 
P1 – remember to click and hold. It is like grabing it with you hand you would have to hold two fingers to together. 
Here you hold down the button on the mouse is like holding two fingers together. 
K1 – repositions on top of the rectangle and clicks and hold and move to the right. 
P1 – now look at the image. 
K1 did it change? 
P1 0do it again and move to the right better to see it go too far you can always bring it back.
K1 – clicks and holds and moves to far right. Pxi gets realy bright. Oh too much. 
P1 – bring ti back. 
K1 – clicks hold and moves slowly back when just a a bit left of center stop. 
That is good. 
P1 – is that what you want. 
K1  yes. 
P – Ok lets save it. See the save button on the right. 
K1 – looks over to right …. Yee. 
K1 – picks up mouse and moves left to be next to laptop. 
The move cursor to be on top of the save button. Clicks the button.
The buttons flashes. 
K1 – did it save? 
P1 – yes. It here was flash of the button and small progress bar in the lower right. It is hard to see. 
Do you want to check that it is saved.
K1 – no that is Ok. 
Let’s try the object tab. 
K1 – It is nearly time to go and I am tired. Can we try this next time
P- sure. It can be
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(taken immediately after the session.) 
K2 – 
planning a trip to San Francisco. 
Try booking a site seeing tour on alctraz. No options. 
Takes awhile to realize too far out and not active links..
Expanded Notes: date: 06.12.11. time: 22:00
(detailed notes completed within 48 hours of end of observation.)
I arrive 2 minutes before 4pm. I enter through the entrance. There is no one on the back patio. 
I turn to the common roon The administer’s office door is open and lights are on. The administer is at her desk at 
the computer. I wave as I pass by and she waves back. 
I enter the common room. (put in later the set up) 
K2 is sitting at the round table with his laptop set up and ready to go. 
I say Hi as I enter. 
K2 –says hi back. 
I put my coat and backpack on chair across from him. Then go around and join him . I sit in the chair to his right. 
K2 – has the IE open and google search page. 
P – Are you getting ready to look for something. 
K2 – My partner and I are going to San Franciso in  June.  I want to try to book a tour of Alcatraz. 
P – Ok, we can look at that up. 
K2 – reaches in his bag and pulls out a pamphlet. For Alcatraz Cruises. I picked this up from the travel office. They 
told me it was cheaper to book online. 
P – Ok, we can take a look. 
K2 – I will just put the web address in google. 









K2 – uses RH on mouse and navigates to google search box in the middle of the page. 
He then uses both hands with pointer fingers to type in the address. He types in one or two letters at a time and then looks up 
at the screen to make sure they are right. 
He starts to type in the .com
P – for a search you don’t need to type in the .com
K2 – Ok. So I can click search. 
P – yes. Or if you don’t want to have to use to the mouse you can press enter on your keyboard. 
K2 – uses RH to click enter on the keyboard. 
The page refreshes and display results. 
K2 – So if I type it in exactly then why is it third in the results? If I put .com would it have been first?
P2- This can be confusing and actually it is confusing on purpose. Do you see here at the top where it subtly says “ads related 
to Alcatraz crusies?  LHP to indicate. 
K2 – oh yes. 
P1 – can you tell there is avery stuble color change of pale around the text? 
K2 – leans forwards and looks at the screen. I a little. 
P2 – this company alcatrazislandtickets.com. I have paid Google to have this top position when someone search on 
alactraz. So they wil always be at the top. This is the same for anything you search for. If someone has paid to be at 
the top.. The lable and color are subtle ways of indicating that these are paid “ads” essentially. 
That is why Alcatraz cruises .com are the third option. On the screen but the are first in the actual search list. 
K2 – that is sneaky. 
P – yes Marketing is good at being sneaky. 
K2 – moves the mouse and postitions the cursor on the alactraz cruises heading. And clicks it opens to the website. 
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K2 – There is tickets and tours. Uses lLH to point to ULC of page. 
P – yep. It looks like you search by dates. What dates are you going. 
K2 – we are going June 6 – 14th. 
P – that is nice time. 
K2 – it says that tickets sell out in advance and to print at home. I don’ t think I can print here. 
P – I fairly confident that they will email it to you and you can print when need to. If you buy it here doesn’t mean 
you have to print it right awary. 
K2 – OK. Just don’t want to lose money. 
P1 – I understand. Lets see what tickets cost. 
K2 – uses RH to nav mouse to ULC of the page and positions it over the calndare button. It open ups a pop up of a 
calendar. 
P – so we can click through the calander or I think we can type in the date in the white box with the date. 
K2 – I will just click through the calendar. He moves the mouse down and over the double arrows on the right side 
and clicks. The calendar changes from Dec 2011 to Dec 2012. He clicks and changes to Dec 2013. Whys is it changes 
just the year on Dec? Is it broken?
P – that is a good question. I like that you question the technology and not yourself. 
K2 – Oh do that plenty but I have been struggle with this awhile soo…
P – Lets’ click the single arrow and see what happens. 
K2 – rh on mouse and moves to the left and clicks the single arrow on the right. The calendar changes tofrom dec 
2013 to jan 2013. Hmmm. K2 clicks again and it changes to August 2013. 
K2 0 is moving by month but it is 2013. 
P – it looks like double goes to the next year for the month and single goes to the month. 
K2 – that is confusing. 
P – yes it is. 
K2  So I click the left double arrows to get back to 2011?
P – that sounds like a plan.
K2 – uses RH and mouses over to LEFT double arrows and clicks twice. 
K2 – Ok back to Dec 2011 and now I click the single arrow on the tright . Moves mouse up to single right arrow. 
P1 – yes.
K2 – start clicking through the months until get to June. Ok there we are. 
context learning
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P – what day do you think you want to do the cruise. 
K2 – we land on the 6th so …. Maybe 8th. 
P – Ok click that one. 
K2 moves mouse over to the block on the calendar with the 8 on it. And clicks with RH on mouse. 
The page loads with the dates and red lines in all the dates. It shows dates from June 8th to June 12th and has arrows 
at the bottom to view the previous or next five days. 
K2 – moves mouse on the red lines and clicks nothing happens. Do the red lines mean they are sold out?
P – I am not sure. 
K2  would it be sold out this early. My partner, she will be upset. 
P – it seems unlikely. See what the next five days look like. 
K2 – where. 
P – puts LHP on the screen under the Previous and next links. 
Click on the one that says next. 
K2 0 RH moves the mouse to the next and clicks. The calendar up dates and show the same redlines. 
P – maybe it too far out to book? Let’s look at closer date. I looks like we need to go back a page to get the calendar 
again. Click the back button LHP on back arrow. 
K2 – go pick a date for this month. 
P- yes, I want to see if shows dates to be booked or if the calendar is broken.
K2 – Ok and take RH on M and moves cursor over to the back buttong and clicks 
It is the red lines again. 
P – on yes, we went a page forward, we are back on June 8th, click again. 
K2 – moves mouse over back button and clicks again . 
Back to home page. Calendar date is today, Dec 6 , 2011. 
P – Lets just click for this month. 
K2 0 clciks  on 8th and it shows a calendar with some times and some redlines. 







P – Ok the redline mean not available click ahead another 5 days. 
K2 0 moves the mouse around and clicks on next 5 days. More times are available .
P –Ok then it looks like can’t book that far ahead yet. 
K2 – Ok. I will call and see if I can book that way. I want to make sure we can do the cruise. 
P – you might want to ask if the price is different through calling and online. And see if get online prices since they 
don’t let you book that far ahead online. 
K2 - Good idea. I will ask. 
P- what else do you want to do.
K2 – I probably need to go. Looks at watch. I have an appointment.  I need to cut it short today. 
P – Ok. 
K2 – packs up belongings. 
P – to Shamina need any help?
Shamina not I have got OG1. You can leave early today.  
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(taken immediately after the session.) 
L1 - annoyed that interface of sky-gmail has changed. 
tried to set back made it new gmail, even more unhappy. 
able to roll back to earlier that what had. but liked it better because was used to it.. 
Expanded Notes: date: 28.02.12             time: 23:10
(detailed notes completed within 48 hours of end of observation.)
Arrived at 14:04. As enter the building older man smoking by the entrance. I smile at him and he smiles backs and 
nods. I open the door and enter the empty foyer. Turn to the right and enter short hallway into the main common 
room. 
Pass the administrators office, the door is closed and lights are on behind the windows. Enter into the main 
commone room. 
(diagram of people in the room.) 
An older lady sits at the round table with a white laptop setup in front of her. She has a white mouse attached to 
the laptop on the right side. There is rolling cart next to her on the her right. It has a metal frame and plaid cloth 
lining. There is note pad right side of the computer with a pen it positiong so there is enough room between the 
laptop and her pad to move the mouse around. 
Shaminia comes up to me. It looks like neither K1 or K2 are here today. Would you llike to work with L1. 
P – yes, I am happy too. 
Shamina turn to L1 one. Shaminia is standing between L1 and myself. L1 is seated at her laptop and Shaminia is 
standing to her right and I am next on Shamina left. Shamina introduces me to L1 and ask if she would like me to 
work with her today. L1 nod and says that will be fine. 
I put my bags and coate on the chair opposite of the L1. I go around the table and take the empty chair to L1’s left. 
And pull it so I sit next to her on her left. 
P – What are you up to today? 
L1 – I am annoyed. My skymail keeps asking me if I want to upgrade to new look. I am tire of getting asked. I 
always say no. 
P – Ok. Let’s have a look and see what we can do.
L1 turns to her computer. Internet explorer browser is open on it and homepage for sky email. 
She users her RH on the mouse to move cursor up to the ULC and selects the signin up the ULC of the screen. A 
sign in page opens up below the the gray menu bar. 
She put in her username and password.  To sign in. The window refreshes to show her email.  Then a popup 
aksing if wants to upgrade to the new look. 
L1 – How do I get this to stop asking?
P- I am not sure you can. See Sky email is using Gmail. Gmail is updating it look. They are giving a few months
but eventually you will have to use the new look. I do know that if you choose to look at the new one you can
rollback. Maybe if you try it will stop asking? But I honestly don’t know.
L1 – Ok. Let’s try the new one and rolling back to the old one. 
P – Ok. So accept the new look. 
L1 – Take RH on mouse and clicks on accept new look. 
The popup goes away and shows the new gmail 
L1 – Oh what happened everything is gone! 
P – they are trying to be clever. Instead o the tabs always being at the top they show up when you select your 
individual email. Clicks on one of your emails. 















































A seris of icons on gray show up along the top They are icons. 
L1 – what do the pictures mean? 
P – If you rollover it. Put your mouse on it a popup will tell you. 
L1 – This is a lot of work. And RH ommouse moves it to the first  the first  arrow, means back, The folder with the 
arrow down means. Archive. I have to remember what these symbols mean.
P – you can rollover to remind you. 
L1 – I don’t like this. 
P –yes you are not alone. There are many complaints. 
L1  - What is this separate email here. RHP to indicate the Starred section of gmail. 
P – They have made it so starred emails or important ones are on the top in this box. It is like a having a priority 
box on your desk. Then the rest of the email. 
L1 – I don’t like this. Can we just change it back. 
P – yes. So go over where it there is icon. It is suppose to be a gear. 
L1 – it looks like a gray flower. 
P – yes, it does look like a gray flower. 
P – click on it and there should be an option to revert back the old look. 
L1 – users RH and mouses over to the gray gear. Clicks and there is the pop up. She looks for a few seconds. 
Where is the option?
P – It should be here. Right in the pop up. 
L1 – It is not there. 
P – you are right.  Try settings.
L1  clicks settings. It shows the settings page but there are not anything for reverting back. 
P- go back to the gear or flower and click again.
L1 – frowns and RH mouses over to the gear icon and clicks it. 
The popup windows opens. 
P – Try settings. 
L1 – here you do it. I am too annoyed. 
P – Ok. 
I take turn the lapto so I can type but L1 can see the screen .It is turned to the left toward myself. I click on setting 
and I don’t see anything for resetting. Let’s try theme. 
I go the gear icon and click on themes. It is the themes but no revert. 
P=hmmm. I am going to ask the oracle. Google. 










confidence: lack of certainty
gmail interface
trust lack
L1 – It is not ther…
gmail interface
metaphor disconnect
P – yes. So go over…
gmail interface
interface: exploring new


























P – If you r…
P – We will get you back to your original look. I just don’t know why it is not here. 
L1 – Yes, we better. Frowns at me. 
I open a new tab and bring up google and google “gmail revert to old”. And several options come up. The first one 
I click on and it shows a pictual tutorial See there is suppose to be “revert” right there in the gear menu. 
But since there is not one. I am going to search if others have a problem. 
I go the top search box and google again. L1 sit and leans over my left shoulder to watch. I continue to verbalize 
as I go through what I am doing. Some results come up the first of which point to the “non existence” revert button 
in our case. I find that most are about finding the “revert” under the gear button. 
P to L1 . I wonder if it an issue with being under Sky. I am going to search for “sky gmail revert to old”. This brings 
up some results. I click the first one revert to old on skymail. It says that if the “revert” is not visible to log out and 
log back in again. I bring the gmail tab back to the front and turn the laptop back to L!. 
P – logout and log in and lets see if that brings the revert button back. 
L1 – Ok. And goes to sign out at the top of gray bar of the Sky mail. The screen updates with the main page for 
email with a popup that she has logged out. 
P – oK. Now log back in. 
L1 – sighs and logs back into the to Skygmail. When it updates with email. 
L1 – it is still the new looks. 
P – yes. Go under the gear. Putting RHP by the gear icon. And lets see if the revert options I avialabe. 
L! – moves RH on mouse over to the Gear icon and clicks. The revert button is visible. 
P- yay!. Ok click it.
L1 – moves down and clicks on it. 
There is pop up asking why reverting back. 
L1 – more pop ups and frowns.
P – it will be good to say why because right now it says you can only temporarily revert. 
L1 – moves mouse ingo the the text box and types. “ The new look is confusing. I don’t understand pictures. I 
understand words”/ 
L1 - Then clicks the revert button. 
The window updates with the old look. 
L1 – Looks at the screen and frowns. This is the older look. 
gmail interface
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P – What do you mean? 
L1 – This isn’t how it was before we switch this is older that what it was. 
P – you are saying that look is older than the one you had been using. 
L1 – yes. 
P – oh ok. I am not sure what we can do I about it. We can search and look. 
L1 – no. That is Ok. I can use this. I don’t mind it being the older one. It just surprise me. 
There is new email from amazon at the top of her inbox. 
L1 – I want to ask about this. RHP to the top email How do they get my email and send me this? 
P – have you ordered from amazon. 
L1 – yes. I have order books from them. I don’t save my credit card on it. I keep getting these emails from them. I 
delte them and they keep coming. How did they get my email. 
P- when you set up an account on Amazon you probably had to put in your email. Is that what you use to log into
the account.
:L1 – I think so. She turns to her right and picks up the notebook. And flips to the back. There are some lines of 
writing. She holds the notebooks in her left hand and runs her RHP donw the lines. For amazon. Yes my 
username is my email. 
P – they use that to send you updates. When you buys something they use that information to try to recommend 
other products to you. 
:L1 – Can I tell them to stop. 
P – we can take a look and see.  Log into your amazon account. 
L1 – Put her RH on the mouse and moves to the IE menu and opens a new window. She types in amazon and 
auto fills with co.uk. She uses both hands with pointer fingers to H&P the amazon out. She looks up at the screen 
after typing each letter. She then goes the arrow on the right side and clicks with RH on the mouse. 
She keeps looking at the screen as it updates with amazon. She then goes to the sign in in the URC. And clicks 
She then types in username and password using both hands and H&P. Then put RH on the mouse and clicks the 
sign in. 
The screen updates with home page but has her name over the basket. 
P – Ok. Go to where it says your accounts and click. 
L1 – put RH om the mouse and uses to go to user accounts and clicks. 
It brings up your account home page. 
amazon emails
relate to existing knowledge
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Gmail revert to original option
Gmail: not satisfied
P – W
hat do you m










hen you set up…
gmail interface
Gmail revert to original option
unexpected results
P – oh ok. I a…
P- Ok lets see if there is anything that will let us control email messages.
Orders: are all about the history. 
Payments – about your payments
 Settings 
P –see in setting in the second column “email from amazon” There is email preference and notification. I put LHP 
on next to it. Click that and lets see what we can do. 
L1 – Ok. And moves RH on mouse to the and put it one Email preferences and clicks it. 
The page updates with the email options. 
P- LHP to Email preferences. Ok it looks like that you can’t opt out of all emails. Could can choose how. You have
html selected.  I assume that you don’t want them on your mobile or texting.
L:1 – no. not on my phone. I don’t do that text. 
P Marketing E-mail. We can check “do not send me marketing e-mails” 
L- put RH on mouse and goes to the radio button and checks. The categories options above go grey.
L1 – does that mean they will stop emailing. 
P- unfortunately not complety. Here at the top you see that in the note is say essential they will still send you
emails based on thing you buy.  So maybe you get less but won’t get all.
L1 – that is annoying. 
P- yes. But that is trade off for theprices. They need to be able to say they can recommend to their customers.
L1 – hmnnn…yeah I guess. 
Is there anything else you would like to do. 
L1 – no now. I want to eat my lunch. 
P –Ok. Did youput an order in the kitchen? 
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P –see in setting in t…
amazon emails
ownership: loss of control
M
arketing E-…
L1 – take RH andmoves to URHC and click my account. Then goes down the pop up menu to the bottom and logs 
out. 
L1 then goes to URC and clicks the x to close out the window. 
L1 then goes to gmail window and goes toULHC and click sign out. 
L1 then goes to URC and clcisk the x to close the window. 
L1 RH om mouse goes the lower LHC and to windows button and open up menu and clicks shut down. 
As the computer shut downs. She goes to her right and with right hand to bring out a Tupperware and sets it on 
the table . then goes back in the bag and gets a book out and sets it next to the Tupperware. 
The laptop has shut off. She closes the laptop. Unplugs the mouse and goes back into the bag. And with righ hand 
pulls out cover. Pus the laptop in the cover and zips it up. And but puts in the bag. Then gest a Ziploc bag . wrapps 
the coord around the mouse. Hold the mouse in LH and wraps with RH and put in Ziploc. And hold Ziploc in right 
hand and user LH to put mouse in it. Then hold the bag in LH and zips it up with RH. Thumb and Pointer fnger. 
Then puts the mouse in the bag. She then picks up Tupperware that is to her right and puts it in front of her. The 
opens it and pulls out half a sandwich wapped in napkin. She sets this on the tabletop. 
Then user left hand and pulls book in front o her. It is hard back. She opens it up to the book makr and start to 
read and eat sandwhich. 
There is no one else at the session today. Shamina says I can go home. 







L1 then goes t…
existing knowledge
interface navigation
L1 – take R…
hardware setup
The…
Participant/Observation  Field Notes  cc-fn-16
Archival # : 16
Site: Day Centre
 Data Collector: Pollie B. 





(taken immediately after the session.) 
C1 - needs to top up web dongle. 
Can't remember password. ask volunteer. standard doesn't work. 
reset and able to top up. and access internet need it because no one knows the password.
Expanded Notes: date: 3.4.12             time: 19:30
(detailed notes completed within 48 hours of end of observation.)
I arrive 10  minutes after 4pm. As I enter the building there one person sitting by the door smoking. A middle age 
women. . I go through the empty foyer and turn right toward the common room. I pass by the administrator’s office. 
She is sitting at her computer and the door is open. I wave but she is does not see me. 
(diagram of setup here). 
TechED introduces me to C1. Who is sitting at the round table with a small Red Netbook. He is the man with cane 
who is often stting over by the windows. TechED lets me know he usually comes on Thursday sessions. But is 
having trouble with his internet dongle and came into today for help. 
P- Ok I am happy to thelp.
C1 introduces himself and offers his hand. We shake hands. I  then put my coat and bag in the chairs in small 
table behind me Anoher old man is stting on the other side of the round table reading the paper. C! has the laptop 
open and turned on. There is no power cord. It is running on batteries. He has the IE open and open to 02 
broadband page. 
C1 0 points to a blue dongle Usb that is plugged into the side of his computer. I need to top up my internet but I 
am having problems. 
P – Ok. How about you go about it and we will see what happens. 
C1 – Ok. He usesr his RHP and the track pad and slowly navigates to the 02 tab at the top of the page. And the 
page updates offering monthly and pay as you go. 
P – do you have an account. 
C1 – yes. 
P  How about we click sign in then. 
He navigates to signin in the right upper side of the screen and clicks it. 
existing knowledge
organizational: internet connect



























P – do you remember your password. 
C1 – looks up and ask TechED to come over. What is my password and username. 
TechED what is the one you normally use. C1 – I am not sure. 
TechED tells him username is normally G-----. And password. C1 frowns. I am not sure and she tells him 
password. C1 turns to me. She is my brains.
P _ that is nice. Do youwant to writie it down so you remember. 
C1 – ok. He then pulls wallet out of his pocket. And then flips through and has small white card with writing on it 
that is the size of a credit card. There are phone numbers. He looks it over and and then points. Here it is where I 
have written it down before. 
P – ah so you just need to remember to check the card. 
C1 – I was being lazy here since TechED helped set this up. 
P – smiles. 
C1- then uses RHP to type in username and password into the screen. It then refreshes. With his name on the 
page.
I inquire if he does pay as you go or monthly. He usually does monthely. He can do £10 for 1gig a month or £15 
for 2 gig a month. C1 wants to do the £15 so he has enough for the month. Ok. So select the buy not next to the 
15 option. He users the track pad to navigage and gets the cursor position then take RHP off track pad and clicks 
the left button on the track pad. The screen updates with the select and then a next button. 
P – ok, we want the 15 so clicks next. C1 usere rHP on the left button. And screen updates asking for credit card 
info. C1 pulls out credit card of wallet and lays it on the table. He starts to enter the number. I stop him an point out 
have to put in the correct boxes first. He naviages to the box for the number and clicks. Then looks at the 
keyboard. He picks up the card with LH holds it close to his face. Then with RHP starts to type in the numbers 
while reading them out lound. When when he has type them all in he looks at the screen. He asks me if it is right. 
I put my RHP by the numbers and look at the card and compare one at a time. They match up. They are correct. 
The process is repeated for the rest of the information. We then click buy. The screen updates that it was 
successful and the dongle should be ready. 
C1 – navigates to URC of o the IE window and clicks the x to close ti. He then goes to the login window for the 
dongle. And selects his network. It ask for a login. I ask him to check his card. For the info. He pulls out the white 
card andlooks at it and flps it over. I think this one is it. He holds the card in is LH and types in the information with 
RHP. He looks at the card and keyboard. He only looks at the screen when he as completed each entry. He then 
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The screen then updates the he is connected. It is good to be back C! comments. 
I ask why have dongle. 
C1 – he does not have internet at home. And here (AgeUK). He got the netbook in last few months and nobody 
knows the wireless password. So it helps to have the connection. 
I ask if he needs any other help and he says no. 
End session. 









B Appendix B: Examples of GoodGym exploratory
interviews
In this appendix find a sample of exploratory interview notes from the GoodGym
study. The following exploratory interview samples are provided. (Note: The re-






GG - Exploratory Interview (gg-int-02)
Archival # 002: 
Site: Coach's Home
Data Collector: Pollie B. 
Typist: Pollie B. 




(take immediately after the session.) 
18:38 Met R1 out side of residence. 
R1- I recently moved so I am now closer to S1. I generally run after the visit. 
18:40 Enter into S1 home. 
S1 in DLR brochure. Dlr may have funding for GG
Researches by phone. 
No interest in the internet 
Like landline – only has mobile because son
Love's GG and tell everyone about it. 
S1 Took R1 items to charity shop
S1 Recommends creations hairdresser
S1 Usually see someone knows on the street
S1 – would like to have meet up with other coaches. Not comfortable eating in public. 
R1 -would like to go to meetup with coaches and runners.
Both R1/S1 would like to know about other runners and be able to contact if can't make a visit. 
S1 – inquiries about R1's dinner with uncle, holiday plans, work. 
R1 – work finished major deadline. Rude emails. Join Barclay bikes. 
Expanded Notes:
(detailed notes completed within 48 hours of end of observation.)
18:42 Begin chatting with S1 and R1.
S1 directs me to sit next to her on the couch. S1, “Sit here next to me.”
R1 sits in a lounge chair to the left of us. For the conversation R1 is on my left and S1 is on my right. 
S1 – I took the items to the church but they weren't having a jumble sale so I dropped them off at a charity shop. 
R1 to S1 Thank you. 
R1 to me: I gave her some items for her church's jumble sale. 
S1 to me: They usually have one every weekend. But not this weekend. 
S1 asks :How was dinner with your Uncle?”
 R1 replies “It went well. The pub they went too deep fried everything. The uncle ordered a lot of food and it was all 
fried. R1 says it took a couple of days to get over being queasy. 
R1 to me: “My  uncle in in town visiting so showing him the London sites in the evening. 
S1 replies that is nice. Then gets up from couch and goes to a table by the chair. S1 states, “ I am a celebrity!” S1 pulls 
out a DLR brochure. She shows a picture of her with an DLR ambassador and her quote of how they help her shop. 
“This is my second feature, I had to wait until I was 72 to be a celebrity!” S1 states. R1 some people never get to be 
celebrities. The DLR ambassadors have made it really easy for me to shop. I comment that would like to put in GG 
Newsletter. Yes, here take one I can get more. I take a couple of photos with my phone and return the brochure. S1 
states, “ I tell everyone about GoodGym.” The DLR may have money for GoodGym. Turns to R1 should I give you the 
information? R1, replies, “ You have already given it to me and I passed it along to Mark.” S1, “Good.” 
S1 askes: “Do you want to ask me any questions?” Me. Yes. 
Me : How do you schedule a visit?
S1: We usually set a date during the visit. (looks to R1 for confirmation)
R1: Yeah, Sometimes I will call to set it if I don't know my work schedule. 
How do you handle it when one of you can't make a visit?
S1 states: “I think the (coach) only visit we missed is when I wasn't here.” 
R1 states: “(runner) No, I couldn't make one.” 
S1, “ (coach)We have each other's number. So we just call.” Pause 
S1, “(coach) I called GG and made sure it was OK for us to share numbers. 
(coach)We haven't had any problems with scheduling visits.”  
Have you had to make last minute change or cancellations?
S1 - hmmm... not that I can recall? (looks at R1) 
R1 - A couple of times I have had to push back the time due to work. I don't think we had to change the date. 
When you need to change what do you? 









S1 replies that is nic…
self promotion
S1 repl…
her know I am leaving late. 
S1 - She is very considerate. Since it is at night usually not an issue if time changes. 
S1 asks, “ How long have you been in UK.”
 Me, “Going on three years.” 
S1, “Have you been to Birmingham.” 
Me, “Not yet.” 
S1, “Where in the states are you from? 
Me. “North Carolina”. 
S1” There is a man buried in our church Paul Dunford. No one knew anything about him. I did research and he was in 
North Carolina and served under General Lee. 
Me, “How did you do the research?”
S1, “ I called up the embassy and they sent me all types of information.” 
Me, “I will have to look him up when I get home. My Grandfather is into North Carolina history. So the embassy sent 
you information in the post?”
S1. “Yes. hmmm... (looks at TV)  I guess you can do that Google thing now. I had a lady ring up and ask if I wanted to 
upgrade my broadband. I told her I probably would if I had it. She stated, “You don't have broadband?” I said, no I am 
not interested. I have my phone. 
Me, “Do you own a mobile phone?”
S1 “Yes, but only because my son insisted on it. He lives up on the 4th floor. I don't keep it on. I don't know where it is,
right now. I also have one of those emergency buttons (points to around her neck). I like my landline phone. I don't' 
want anything else.”
Have you used a computer?
S1 - "No. I am not interested?
Me: Does the church or day center you go too have computers?
S1 - I tried to take a class.During the session I told the instructor I was having trouble
seeing the screen. He said I needed special computer glasses. I told
him my glasses were fine. I just needed to know how to make the screen
better for me. He just kept saying I needed computer glasses. It sounded
like rubbish to me
Me: Maybe another session will be better.
S1:Oh I tried another one. They had to many people for computers.
The woman I was paired with wouldn’t share. In the end, I was just sitting there watching. The instructor
never checked to make sure people were sharing. I didn't want to
create a scene. It was a waste of time so I didn't go back to that one
Me: I didn’t know you had such a time.
S1: oh. I tried one more time and signed up at the library. They called me back and asked if I knew how to use a
mouse. I told them no. That is why I want to take the course. They
said, we can't help you if you can't use a mouse. I needed to find another
class for my level. I have given up. 
S1 - Oh yes. But I am too old to learn that complicated stuff now. 
Me: Do you think it might be helpful when you want to research?
S1 - Probably but I have my phone and I like talking to people. 
Have you used video conferencing? 
S1 - Is that where you call people on the computer? 
Me: yes.
S1 - I have seen it on the TV ads. I haven't used it. 
Me: Do you think it would something you would like to try?
S1 - no. I don't want people to see me. Can anyone call you on that? 
Me: The vidoe conferencing?
S1 - yes. 
Me: - No. only people you invite are able to call. You would not have telemarketers calling.
S1 - Oh. good. I don't think so. 
What do you like about using a computer?
S1 - I said I haven't used a computer. 
Me: computers run cash points, check out at stores and GPS in cars. Any experiences standout in those type of 
situations? 
S1 - Well, I don't have a car, I use the DLR or coach. I do use cash points. That is fine. What was the other. 
Me: I was just giving examples. But is was grocery checkout. 
S1 - Oh... Is this the self checkout? 
Me: What do you think of them?
S1 - I don't care for it. I always have to get a worker to come help. There is always an error or something. I just want to 
go the checker and be done. 
Me: So you prefer the person. 
S1 - Yes, I like talking to people. 
What don't you like about using a computer?
S1 - Are we still talking about grocery checkouts? 
Me: Yes or anytime you have to use a device powered by a computer. 
S1 - Like I said, the self checkout usually give me errors and I have to ask for help. 
Me: What about with the person.. the checker? Any problems there?
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Me: Anything on the technology side? Paying or getting coupons?
S1 - Oh... Generally goes well. Once in a while I put my PIN number in wrong. Or sometimes an item  doesn't scan. 
They just punch it in. No, nothing major. 
Me: Which part looks complicated? The physical machine or the items on the screen? 
S1 - All of it. I just don't know what I would do with it. 
Me: Have you ever tried a class to learn?
S1 - No.  I don't have time for classes. I don't know what I would do with it.. There are too many other things I want to 
do. 
Me: You said you didn't know what you would do with it. It could help when you have something you want to look up. 
S1 - Maybe, but it is just too much to learn. It is easier to call. Even if it cost. 
Me: What do you mean if cost? 
S1 - You know, now some of those numbers are charged. What is the extension?... 
R1 - 870
S1 - That is right. Some of them use the those number now....And you get charged when you call.
Me: Does that bother you?
S1 - I prefer not to get charged but it is cheaper than the cost of a computer.
Me: Fair point. Do you remember a specific company? 
S1 - Specific company?
Me: Specific company that charged or had the 870 number?
S1 - hmmmm.... I can't think of one right now. 
Me: Ok, just wondering. Do you have other concerns about using a computer?
S1 - No. 
Me: We talked about it being complicated and the cost. What about your personal information being exposed? Does 
that make you hesitate?
S1: Yes. They can get to so much from computer.
R1 - But even without using a computer yourself, much of your information is out there. Through banks and phone 
companies. 
S1 - True....But that is with companies. When you have a computer there is that other information they can get. Like 
your credit card when you buy online. 
Me: That is a possiblity but not likely. When you order on the phone how do you know the person is OK?
S1 - They should have been vetted by the company. And you can get their ID. 
Me: So ordering on the phone is safer. 
S1 - I think so. You are talking to a person even if they are a foreinger. 
Are we done with the questions? 
Me: yes that should do it. Thank you.
S1 - Glad to help
Me (to S1 and R1) – We were chatting about connecting runners who run in the same area. For example, if R1 couldn't 
make a visit she could call another runner to come in her place. What do the both of you think of that. 
S1, “I love it. I love meeting new people. When I go down the street I usually see at least one person I know” 
R1.” I would be nice to know some other runners in area especially when it gets darker earlier. Might be able to run bits 
together.” 
Me: Another idea we had if getting the coaches together for a tea and cake social. To S1, would you be interested. 
S1, I would and I would like to go. But I wouldn't eat while there. I have not got confidence to eat in public yet. These 
are my foods. (points to bottles on the table). I like to keep them close. I am just not there yet with eating in public. I 
would like to meet the other coaches but would like to take some cake home with me. 
R1- Would the runners be invited? 
Me: We were just thinking the coaches. Would you want to come? 
R1: Yes, it would be nice to meet other pairs. I am curious about others in GoodGym and their experiences. 
Me: We could look at doing one for runners and coaches. The coach only would be afternoon when runners are at 
work. Maybe a weekend could be for both runners and coaches. 
R1: I would like that. 
S1: How is work?
R1: It is good. We had a big deadline but that has passed. Now, I get all the disgruntled emails. So I have to reply to 
them in friendly way, regardless of how mean the email is written. I have to keep remembering it is not personal. But 
people can be very mean, especially in email. But they have been passed along many department before they end up 
in my “in” box. 
S1- It is good you keep spirits up. 
R1 – Yes. I have joined the Barclay cycle scheme. With the shorter days and colder days. However, Saturday was so 
nice it was hard to find a cycle at the stands. It was fun. 
S1 – That is a nice service. I see people on cycles and better than so many in cars. 
S1 to R1  “Are you going home for the holidays?”. 
R1 - “Yes, Looking forward to seeing the family.” 
S1- Oh, the name of my hairdresser's is Creations. It is right on Roman Road. Bright Green hard miss.
R1 – Thank you. 
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S1 – They are very good and very reasonable. 
Me – Cycle pass that place all the time. I will have to stop in sometime. 
R1 – I will let you know if I get by and can try them out. 
S1 – Have so much stuff. (looks around apartment). 
R1 – But is is organized. 
S1- yes, I know where most things are. 
R1 – starts to get up: I guess I need to go and run. 
S1 – Yes, it gets dark early now. (gets up too)
I get up. 
R1 and I head to the door. 
S1 – don't forget these. Has a canvas bag with other bags in it. 
R1 – Thank you. 
Me – It was so nice to visit with you. I may be in touch again. 
S1- Yes, please stay in touch. 
R1- Bye.
S1 – You got the door to work this time. 
R1 – yes. 
Me – Bye. 
R1 and I chat outside for bit. 
How does your visits with S1 map to how you thought it would work. 
R1 - It is how I thought it was going to be.
 We visit and share some stories and keep up with each other. It nice. 
It definitely keeps me motivated,especially with the winter coming. 
Did you like the idea of knowing other runners and filling in for each other when needed. 
R1 – Yes, I like that. And getting know other runner's and their coaches. 
Do you worry about S1 passing away?
R1 - She is so vibrate. I haven't thought about it. 
R1- I don't know what to do with these bags. I don't want to throw away but not really want to run with them. 
Me- I can take them. If you want them you can pick them up at young foundation if decide want them. If not, we will 
add to GG bag collection. 
R1 – Thanks,
Me – Have a good run.




GG - Exploratory Interview (gg-int-07)
Archival # 007: 
Site: Coach's Home
Data Collector: Pollie B. 





(take immediately after the session.) 
19:02 Runner Dee  meets me outside of building. Runner Dee  rings us in and sign us in. 
19:07 Runner Dee  knocks on Coach Linda door and goes in to the flat. 
We go to right and into living area. 
Coach Linda is in recliner facing TV. A man is sitting by the window and introduced as a her son (SN1). 
There is a couch to the right. 
Runner Dee  sits on the couch and I sit to the left of her. 
Runner Dee  to Coach Linda what did you do this week? 
Coach Linda visited the day centre
Expanded Notes:
(detailed notes completed within 48 hours of end of observation.)
19:02 Runner Dee  meets me outside of building. It is drizzling rain. I have been waiting for about 10 minutes. I wasn't 
sure how to get through the gate. 
Runner Dee  - Sometimes it take a few rings to get through to the manager and open the gate. She presses the button. 
It rings for about minute. Then the gate opens. 
We walk through the parking lot to the door. 
Runner Dee  - Dials Coach Linda flat number on keypad by the sliding doors. It rings for about a minute. Then the 
doors buzz open. 
We enter and got up the stairs on the right to the first floor and down a hall. 
Runner Dee  gets to the flat and the door is slightly ajar. Runner Dee  knocks and goes in saying "I'm here!"
Coach Linda - Come on in. 
We enter a hallway. Runner Dee  puts down her backpack. I put down mine too. 
We go into the living room. 
Coach Linda: Is on the left in a recliner. A man is sitting in a chair by the window. The TV is on.
 Coach Linda: picks up the remote and turns down the sound. 
Coach Linda - Points to the man. This is my son. 
There is a couch to Coach Linda's right. Runner Dee  takes a seat on the couch. I sit beside her. 
Coach Linda - Do you want a drink?
Runner Dee  - No I am fine. 
Me: I am fine. 
Runner Dee  - Coach Linda This is Pollie from GoodGym She is joining on our visit. 
Coach Linda - I remember you telling me. Nice to me you.
Me: Nice to meet you. 
Coach Linda - What do you want to know? 
Me: I have a few questions about GoodGym and if you use computers. 
Coach Linda - I don't use a computer. 
Me: Ok. How do you and Runner Dee  schedule a visit?
Runner Dee : We generally make it during the visit. I usually come on Wednesdays after work. 
Coach Linda - yes. 
How do handle it when one of you can't make visit?
Coach Linda - Sometimes.. When I am not feeling well and I will call and cancel a visit. 
Runner Dee  : There are times I will be kept at work late. I will call to let Coach Linda know. Sometimes, we 
reschedule. Often I will just come next week. 
Coach Linda - Yes. But she comes fairly often. She is a good runner. She doesn't wear enough clothes. You (to 
Runner Dee ) need a heavier coat.
concern for runner safety
Runner D
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Runner…
Runner Dee : I get warm when I run. A heavy coat will make me too hot. She worries about me. 
Coach Linda - It is dark this time of year. I want her to be safe when she runs home. 
Runner Dee : I am. I stick to the streets this time of year. 
Me: You vary your path with the seasons?
Runner Dee : Yes. When it is light longer in summer, I will try to do the canal or through parks. When it gets dark like 
now. I stay on streets. 
Coach Linda - Good. You need to watch out in London. I was attacked in London Fields park. 
Runner Dee : Recently?
Coach Linda - No. This was when I was young. I was walking through London Fields park. Some men were making 
rude comments. I talked back to them. One of them came up to me and punch me in the face. I had a black eye for 
weeks. Yes. You have to be careful in London. People can be mean. 
Runner Dee : I am sorry that happened to you. 
Coach Linda - I learned not to talk back to strangers. I mine my own business. 
Me: Is it Ok if I ask next question?
Coach Linda - Sure. 
Researcher: For your visits, what do you do if you have to change or cancel at the last minute? 
Coach Linda - Sometimes I cancel if I have a doctors appointment. They will call to let me know of a new opening. I will 
call Runner Dee  to let her know. Doctor appointments make me tire. 
Runner Dee : Yes she will call. Though there have been a few times you have forgotten. 
Coach Linda - Oh yes. Sorry about that.
Runner Dee : It is OK. I get my exercise. I have shown up and you weren't up for a visit.
Coach Linda: Yes. If I have forgotten to let Runner Dee  know I try to see her anyway. Sometimes I am just too tire. 
Sorry about putting you out. 
Runner Dee  : It is OK. I know it that doctor'a appointments are stressful. 
Me: Coach Linda have you used a computer?
Coach Linda : No. 
Me: Do you go to a Day Centre? 
Coach Linda: I went today. They were having a raffle. I didn't win anything this time. Usually, I win something. 
Me: Do you go often?
Coach Linda: It depends on how I feel. Most days that I don't have doctor's appointment, I like to stay here. (flat). 
Me: Does your Day Centre have computers? 
Coach Linda: For the administeration, I guess. 
Me: I meant do they have computer for you to use? 
Coach Linda - I don't think so. I won't know what to do with them anyway. 
Me: Have you seen ads on TV where people talk to each other through computers. 
Coach Linda- yes. They do it on some TV shows too. 
Me: Yes. Is that is something you are interested in? 
Coach Linda - Talking on the computer? No. I have a phone. 
Me: Your phone is it a landline or a mobile?
Coach Linda - It is a landline, 
Me: Do you have a mobile? 
Coach Linda: No. 
SN1: Yes. You do. You just don't use it. 
Coach Linda - Oh right. I do have one. I don't know where it is. 
SN1 : I got it for her for emergencies. 
Coach Linda - Points to red string hanging from ceiling by her chair. I have these. (emergency cords) emergeny cords in the house
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Sn1 : If you can reach them. The last time you fell, you couldn't reach it. (the call cord). 
Coach Linda - That is true. They have now put in longer cables. Uses left hand to gasp cord and pull up until see 
triangle. When I fell last, I got over to the cable but I could not reach it. It hurt to much to raise my arm. 
SN1 - We got you the button too. You finally wear it now. 
Coach Linda - Yes. She pulls the button on a cord out from under her blouse. I use to just keep it on the table or 
something near me. After the last fall. I wear it now. 
Sn1: She was on the floor for a few hours before I came for a visit. 
Coach Linda - Yes. It seem like a long time. 
SN1 - If you had your button on you would have been able to get help. 
Coach Linda - I wear it now. 
SN1 - yes. it is good. 
Me: So the mobile has not been helpful in these situations?
Coach Linda - I don't know how to use it.
to SN1 - Do you know where it is?
Sn1 - No. We will have to look for it later. Probably dead anyway. 
Coach Linda - I have the button (touches fob around her neck with right hand) and cord (gestures with left to cord to 
her left ). 
Me: What do like about using computers like cashpoints or at grocery check out?
Coach Linda : Cash points are convenient. I generally only get out to go to doctors. My son does the shopping now. I 
don't need much (cash) around anymore. 
Me: When you were able to get out and use things like cash points. What didn't you like using a computer/
Coach Linda: hmmm.... What are you asking?
Me: Did you have any issues with using cashpoints?
Coach Linda : I don't use it much anymore. 
Me: When you did get out and used it.
Coach Linda : It was fine. 
Me: We talked earlier that you don't know if you Day Centre has computers. If they did would you be interested in 
using them.
Coach Linda - No. I am too old to learn all that stuff. 
Me: What if they had classes?
Coach Linda - I don't know. What would I use it for? 
Me: You are not sure it can help you?
Coach Linda - I don't think so. 
Me: You mainly use your phone. 
Coach Linda - Yes. 
Me: Have you ever called a company and the number charged you? 
Coach Linda: What are you asking? About my phone bill?
Me: If you have been charged by a company when you call them. 
Coach Linda : I am not sure. Looks to son. Do you know? 
Sn1: I think sometimes. The phone bills fluxuates. 
Me: OK that ends my questions. 
Coach Linda : Good. 
Runner Dee : I need to go. 
Coach Linda - Do you want water before you go?
Runner Dee : I am fine. 
Coach Linda: Do you have another jacket? That is thin? coach worries about runner
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Runner Dee : She worries that I am cold. 
Coach Linda: I don't want you to be sick. 
Runner Dee : I will see you next week. Same day and time. 
Coach Linda - Yes. 
Coach Linda to me: Nice to mee you. 
Me: Nice to meet you too. 
We pick up out gear and head down the stairs
====outside====
Runner Dee : Coach Linda has a lot of doctor's appointments. I usually try to call on the morning or afternoon of the 
visit to make sure she will be around. 
Me: Do you mind calling so much?
Runner Dee : It is no so much the calling… just at work can be hard to call. She is hard of hearing so I have to find a 
place I can speak loudly. I usually will go outside if I can. If I am in a meeting I wait until it has ended. Sometimes, I just 
wait until I am outside ready to run. 
Me: Does she cancel often?
Runner Dee : It depends. I do show up and she not up for a visit. Sometimes she won't answer the buzzer. I will call 
her on my phone to make sure she is in. One time she didn't pick up. As you heard, she falls. I had to track down the 
manager. She knew the SN had come and taken her out to dinner. She forgot I was coming. 
Me: You were worried when she didn't answer?
Runner Dee : Yes. The fall she was talking about was before I started visiting. But she talks about it often. So I worry 
she will fall again and can't get help. 
Me: Do you worry about her passing away?
Runner Dee : No particularly. More about her injuring herself. 
Me: Ok. 
Runner Dee : I am getting cold. I need to run. 
Me: Ok thanks. 
Runner Dee : not a problem. 
coach fall
coach past health scare
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Archival # 008: 
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(take immediately after the session.) 
18:01 – Met Runner Ann outside of coaches home
18:06 – At Coach Kay door.  Propped open
Runner Ann goes in first and introduces me. 
Coach Kay and I greet each other.  Coach Kay is sitting on a couch. The TV to the right is on. 
Runner Ann sits on the couch. Beside Coach Kay. I sit across on chair. 
Runner Ann asks if been out much. 
Coach Kay  - no. not feeling well. Have the flu. The doctor has been by and also have prescription delivered. 
Coach Kay – tell me about your weddings?
Runner Ann– I have weddings nearly ever weekend now. Shows manicure and nails. Tells about plan for weekend. 
Runner Ann– was home over week with parents. Grandparents celebrate 70 wedding anniversary. Shows pictures 
and new paper article on iphone. 
Blaine the the cat. Adopted from next door. 
Coach Kay – I have been next door with Molly. 
The granddaughter tucks in at night. 
Handyman comes by. 
Coach Kay – if Runner Annon holiday nice to fill in for Runner Dee. Would like a boy. IF a boy would not mind two 
visits a week. 
Going to sundial since GG will be there Wednesday.
Call if can't make it. Sometimes came and not here and was next door. Didn't know so followed up next day. 
Has mobile but doesn't use it or know where it is. Has button for emergency. 
Have to go to group run so need to leave
Expanded notes
18:01 – Met Runner Ann meet me out on the street by the Coach Kay's building.
Runner Ann- It can be hard to find her place. The first time it was confusing. We have to go around back. We walk 
around to the back of the building to the end of one of the building. There is a gate around a garden. 
Runner Ann lifts opens the gate and enters the Garden. There are two doors. One in front of us and one to the right. 
We go to the one to the right. 
18:06 – We are at Coach Kay door. It is propped open.
Runner Ann:  Knocks and Hi Coach Kay! As she enters. I follow we.
We enter in a living room. 
Coach Kay is sitting in a chair on the left. She has her head wrapped in a scarf. There is box of tissues on the table 
next to her. 
Runner Ann:  How are you feeling. 
Coach Kay - Not good. But I have been worst. 
Runner Ann:  Sits on the couch to Coach Kay right. 
Coach Kay - gestures to the chair to her left. Have a seat. 
Runner Ann:  This is Pollie from Goodgym. 
Coach Kay : Nice to meet you. 
Me: Nice to meet you. 
Coach visits while ill
C
oach Kay is sitti…
Runner Ann:  Pollie is here to find out about our visits. 
Coach Kay: What do you want to know? Runner Ann is very good. I like her a lot. (smiles at Runner Dee)
Runner Ann:  I like you a lot too. 
How do you schedule a visit?
Coach Kay: We make the next one during the visit.
Runner Ann:  Depending on work. Sometimes I don't know my schedule. So I may have to change it. 
What do you do when you change it?
Runner Ann:  I will call K3 and let her know. I will either try to come later or another day. 
Coach Kay: Sometimes it is the next week. 
Runner Ann:  Right. Some weeks it does not work out. 
How do you handle it when one of you can't make a visit?
Coach Kay: She calls. It is Ok if she can't come. She is busy. 
Runner Ann:  You stay busy too. 
Coach Kay: I do try to get to the Day Centre. 
How often do you go to the Day Centre?
Coach Kay: I try to go a couple times a week. I haven't been in last couple of weeks because being feeling ill. 
Researcher: For you visits, what do you do if you have to change or cancel at the last minute? 
Coach Kay: She calls me or I call her. 
Runner Ann:  Yes. During the first visits, sometimes I would get here and Coach Kay won’t answer. I got worried. I 
knocked on the door next door. And it turned out she was there. 
Coach Kay: I was visiting. I was next door with Molly earlier today. 
Runner Ann: Yeah.  Now I know to check over there if she isn't here. Though there was that time you were out at 
dinner. 
Coach Kay: Oh right. A friend came by and invited me out to dinner. I went and forgot she was coming. 
Runner Ann:  I got here and she wasn't here or next door. I got worried. I called GoodGym. I think it was next day that 
we found out you had gone out to dinner. 
Coach Kay: Yes. They called me. Sorry. 
Runner Ann:  It is Ok. It is good to get out. I just worried something had happened. 
Coach Kay: I worry about you running around in the dark. We both get to worry. 
Runner Ann:  I am fine in the dark. There are a lot of people running on the streets at night. 
Coach Kay: Still something could happen to you. 
Runner Ann:  We agree to worry about each other. (smiles at Coach Kay).
Coach Kay: Agreed. (Smiles back). 
Coach Kay: Molly's granddaughter will often come over to tuck me in. So you don't need to worry too much. Molly is 
watching out too. 
Runner Ann:  I know. But still when you are not here and I don't know why... I can't help it. 
Have you used a computer?
Coach Kay: No. 
Me: Do you think it would be beneficial to you? 
Coach Kay: I don't see a need for it. It is all too complicated for me. 
Me: Why do you think it is complicated? 
Coach Kay: Is just looks complicated. 
Me: At you Day Centre do they have computers?
Coach Kay: There are the ones the staff uses. Yes. 
Me: Are there ones for you to use if you wanted too. 
admin computers
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Coach Kay: Maybe. I don't know.
Me: If they offered a class in using computers would you take it?
Coach Kay: No. I don't have time. Why would I need it? 
Have you seen ads on TV where people talk to each other through the computer?
Coach Kay: Yes. 
Me: Is that something you think you would use?
Coach Kay: I don't think so. Who would I call? Everyone I know is in London. 
Me: You could call them. If you couldn't see them. 
Coach Kay: I can do that with my phone. 
Me: Do you own a mobile phone? 
Coach Kay: Yes. 
Me: When do you use it? 
Coach Kay: I got it to take with me when I go out. I often forget it. It is around somewhere. 
Runner Ann:  And you have to keep it charged. 
Coach Kay: It is probably isn't charged. I will need to find and charge it. 
Runner Ann:  If you carry it with you. You can call me if go out and forget let me know. 
Coach Kay: yes... yes that is true. Looks around room.  I will have to find it. 
Runner Ann:  You can also give me the number. So if you are the day center I can call and let know if I can't come. 
Coach Kay: I don't know its number. I guess I will have to call the company to get it. 
Runner Ann:  The number should be on your phone. If you find it(phone) and I get the number off it when I visit. 
Me: Would it be good to have  the mobile in emergencies?
Coach Kay: If I am out... yes. I have the alert necklace. She reaches over to the table and picks up. I have this for 
when I am home. 
Runner Ann:  I think it works from anywhere. You can wear it out too. 
Coach Kay: I know. I don't like too. I don't like things around my neck. 
Runner Ann:  You like to dress up when you go out. 
Coach Kay: Laughs... yes.. That is why I haven't been out since sick. I don't look good right now. 
Runner Ann:  The alert thing is not exactly you style. 
Coach Kay: looks at the altert button in her hand and turns it over. No it is not my style. Smiles and places on the table. 
Me: Do you leave it there all the time?
Coach Kay: I take it into my bedroom at night. 
Me: Do you forget to take it with you?
Coach Kay:  Sometimes. When Molly's granddaughter comes over to tuck me. She will remember sometimes if I 
forget. 
Me: That is helpful.
Coach Kay: Yes it is.  
What do like about using a computer? Such as a cashpoints or at the grocery store. 
Coach Kay: The cashpoints is fine. The one at the local Sainsbury the screen is hard to see. 
Me: How is it hard to see? Is the text too small?
Coach Kay: No. It is just faded. I think it is old. 
What about at the grocery story. Do you use the self check out? 
Coach Kay: No. I prefer to go the cashier. 
Me: Do the self check seem complicated?
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walker in the right corner of the room. 
Coach Kay: It has a bag on it that I can put my items in. At the check out. If they are not busy someone will come and 
help me put items in bag. The machine check out is too much work. 
Me: You mentioned that cash points had a faded screen and that machine check outs are a lot of work. 
Are there other things you don't like about using computers like these?
Coach Kay: No. I think that is it. 
Me: Earlier you mentioned that computers seem complicated. Are there other concerns you have about using a 
computer?
Coach Kay: What do you mean concerns? 
Me: Are there other reasons you have not try to use a computer?
Coach Kay: I guess.... I just don't see what I would use it for. It seems like a lot of work for nothing. 
Me: Ok. That end my questions. 
Coach Kay to Runner Ann:  Now tell about the wedding. 
Runner Ann to Me: I am going to a wedding next weekend. 
Coach Kay: Do you have a dress?
Runner Ann:  Yes. I do. And I have gotten a manicure. 
Runner Annt o me: I have wedding nearly every weekend right now. 
Coach Kay: Are you going to pick up some boys.
Runner Ann:  I am going to try (laughs). Coach Kay keeps trying to get me a date. 
Coach Kay: Wedding are good places to try. 
Runner Ann:  I can show pictures of my grandparents 70th wedding anniversary.. She pulls out her iphone and brings 
up the gallery. 
She gets up and goes and kneels beside Coach Kay on your left and holds the phone in front of her. She shows her 
pictures. 
Runner Ann:  There was a newspaper article. You can see how young they were. 
Coach Kay - leans over and looks at the screen and Runner Ann talks through the pictures with her. 
Coach Kay - smiles as Runner Ann points family members . 
Runner Ann- I will try
Coach Kay: yes. 
Me: Would you like to get pictures from Runner Ann while she at the wedding?
Coach Kay: You mean in the post? 
Coach Kay to Runner Ann- Can you post those pictures? points to the iphone. 
Runner Ann:  I could get them printed but not while I am at the wedding. 
Me: What if you had device that could receive pictures from Runner Ann while she was away? 
Coach Kay: I don't know... I can see them when she visits. Are you asking about computers again? 
Me: Not specifically  a computer that you traditionally think of. I was asking if you had something you could get Runner 
Dee's pictures while she was away. 
Coach Kay: I don't know. I do miss her when we don't have visit for awhile. But I am too old for a lot of those new 
things. (points to Runner Ann iphone). 
Me: If Runner Ann can't make it one week would you like another runner to fill in? Not a to replacement of Runner Dee. 
Coach Kay: Missing a week is Ok. But if Runner Ann is on a nice holiday. If it is a boy then I wouldn't mind. 
Me: Would you like to have two runners visiting. 
Coach Kay: If it is a boy I won't mine another runner. 
Runner Ann:  She is getting a date herself. 
Coach Kay to Runner Ann:  I love you. but I boy will be a nice balance. 
Runner Ann:  Ok. I have to go to the group run. Next week. I am away. I will call when I am back to set up our next 
visit. 
Coach Kay: Ok. Love you darling. Gives Runner Anna hug. 
A cat wonders in through the open door. 
Coach Kay: That is Blaine from next door. I am his second home. 
Runner Ann:  Now you have a boy to visit with after me. 
Coach Kay: You are right. smiles
Coach Kay to me: It was nice to meet you. 
Me: Nice to meet you too. 
We exit the building
GG - Exploratory Interview (gg-int-09)
Archival # 009: 
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(take immediately after the session.) 
18:10 – Met Runner Marie on the sidewalk. We walk together to Coach Ruby's flat.
Runner Marie couldn't get her on the phone earlier in the day. Not sure if she remembers or if will be home.
18:13 – Coach Ruby response to Runner Marie knock through the door. “I had forgotten you were coming. I was fixing 
my dinner.”
Coach Ruby lets us in to the flat. 
Coach Ruby directs us to go to the living. She gets in a motorized chair. She rides it upstairs. “I am going to change 
my clothes.”
We walk to the living room. Runner Marie and I sit on opposite ends of the couch. Runner Marie and I chat, while we 
wait for Coach Ruby to come back. 
Coach Ruby comes back with a robe on. She sits down opposite of Runner Marie and myself. 
Mobile phone use when go outside. 
Does not use the computer or have one. 
Talk about marriage. No Children. Changing curtains. They have finished the garden. 
They arrange meetings by calling. 
Expanded Notes:
(detailed notes completed within 48 hours of end of observation.)
18:10 – Met Runner Marie on the sidewalk. Runner Marie I took the train today from work. 
 We walk together to Coach Ruby's flat. As we walk Runner Marie tells me that she called earlier in the day but 
couldn't get Coach Ruby on the phone. I am not sure if she remembers I am coming or if she will be home. 
We arrive at Coach Ruby's door. Runner Marie knocks on the door. 
Coach Ruby is in the kitchen and looks out the window. She comes around to the door and as she opens says.
I forgot you were coming. I was fixing my dinner. Come on in. She is in her nightgown. 
Coach Ruby Go on through and sit and down. I am going to go put on clothes. She gets in a motorise chair that takes 
her up the stairs. 
Runner Marie: She sometimes forgets I am coming. I try to remember to call her the day before or day of. Today I got 
busy and I didn't call until the afternoon. 
Researcher: Have you shown up and she is not here?
Runner Marie: A couple of times. 
Researcher: Do you worry that something happened to her. 
Runner Marie: The first time. I called GoodGym. It turned out she had gone out that night. We found out the next day. 
Researcher: Do you worry now when she is not home.
Runner Marie: Some. I usually pretty sure that if she is not here. She forgot and went out. But there is always a chance 
something has happened. 
Coach Ruby comes into the room. She has put on a robe. 
Coach Ruby: Hello Dariling. Good to see you again. 
Runner Marie: This is Pollie from GoodGym. 
Researcher: Hi,
Coach Ruby: Nice to meet you lovely. 
Coach Ruby: I am so sorry I forgot you were coming today. 
Runner Marie: I tried to call to remind you but I didn't get you. 
Coach Ruby: I was out earlier at the Day Centre. I haven't checked my messages. So sorry. 









Coach Ruby: Yes. 
to Researcher: She is such a lovely girl. 
Coach Ruby: Runner Marie says you have some questions. 
Researcher: yes. 
How do you schedule a visit?
Runner Marie: We try to do at the end of the visit. 
Coach Ruby: yes. Sometimes we have to change. 
How do you handle it when one of you can't make a visit?
Runner Marie: I will call if I have to change it. Sometimes with work I can't make it. 
Researcher: When you call do you change to a later time? or a different day?
Runner Marie: It depends. Sometimes I come later if Coach Ruby is up for it. Or make it for another day. Might have to 
be next week. 
Coach Ruby: Thursdays and Fridays are best for me. If Runner Marie can't come then just try for the next week. 
Me to Coach Ruby: Do you ever cancel a visit?
Coach Ruby: Sometimes. I love Runner Marie but sometimes I just tired. 
Runner Marie: It is OK. I know that you get tired. 
Researcher: How do you cancel the visit. 
Coach Ruby: I will call her. 
Runner Marie: Sometimes I will call to confirm and Coach Ruby will let me know whether or not to come. 
Coach Ruby: Yes... because I will sometimes forget she is coming. I am  not always ready for a visit. 
We touched on it a little. 
When you have to make a last minute change or cancellation, what do yo do?
Runner Marie: Like I said. I will call Coach Ruby to let her know. 
Researcher: How close to the visit time do you call? 
Runner Marie: I try to call in the afternoon. I think once I had a meeting that ran long. I called when I got out and we 
canceled. I can't remember if you were expecting me. 
Coach Ruby: I don't know either lovely. It was probably OK. I am pretty flexible. 
Runner Marie: I know. 
Have you used a computer?
Coach Ruby: No. 
Researcher: Do they have any at the Day Centre?
Coach Ruby: Yes. There is a laptop that some of them use. There were some in the other room.
Researcher: The others is that staff or patrons of the Day Centre?
Coach Ruby: The other who visit the Day Centre. I generally go there on Thursday for lunch and bingo. 
Researcher: You like Bingo.
Coach Ruby: Yes it fun and they have small prizes. 
Researcher: Do you win much?
Coach Ruby: Sometimes. 
Researcher: You mentioned there was another room with computers?
Coach Ruby: Yes. There is the common room and the off that is another room they used to have computers in there. 
Researcher: They don't anymore. 
Coach Ruby: No. No one used them. 
Researcher: Did they ever offer classes. 
Coach Ruby: Yes. 
Researcher: Did you take any classes. 
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Coach Ruby: I tried once. I didn't like it. 
Researcher: What didn't you like about it. 
Coach Ruby: I know it is not nice to say but the man doing the class was smelly. Then he sat next to me. I didn't like 
the smell. Everytime I did something. He told me it was wrong. I didn't like it. 
Researcher: Did you ever try again. 
Coach Ruby: no. 
Researcher: You mentioned there is a laptop that the other people at the day use. Do you use it. 
Coach Ruby: No. Laurie will use it sometimes. 
Researcher: Is that one of the people at the Day Centre. 
Coach Ruby: Yes. He is very active in the centre. 
Researcher: But you don't use it. 
Coach Ruby: No. I don't have a need for it. 
Researcher: Have you seen the ad on TV where people talk to each other over computers. 
Coach Ruby: Oh yes. 
Researcher: Is that something you would like to try? 
Coach Ruby: I don't know. I do have my sister Pat. I worry about her. Her health is not good. My brother takes me to 
see her sometimes. 
Researcher: Do you think it would help if you could talk and see her on video?
Coach Ruby: I think phone is enough. Neither of us know how to use a computer. 
Researcher: Ok. 
Do you own a moblie phone?
Coach Ruby: yes. It is around here somewhere. 
Researcher: Why did you get one. 
Coach Ruby: For emergencies. And if I go out. 
Researcher: Do you take it with you when you go out?
Coach Ruby: I use mine quite often. When I go out sometimes I get
tired and decide I want to come back home. I can call for lift if I am not
up for waiting for the bus
Researcher: When is the last time you used it. 
Coach Ruby: I don't know. I don't know where it is at the moment. 
Runner Marie: I didn't know you had a mobile phone. I only have your landline number. 
Coach Ruby: I don't really use it. 
Researcher: Computers like cash point machines and self checkouts? Do you like them?
Coach Ruby: I use cash points. I don't like the self checkouts.
Researcher: What don't you like about them?
Coach Ruby: Too much work. I rather have a person. 
Researcher: Have you ever tried one. 
Coach Ruby: Once when there was a long line. It kept telling me things I didn't understand. One of the staff came over 
to help. I told him I just wanted to quit and go wait in line. He got it to stop and put my groceries back in my cart. I went 
back to a person.
Researcher: What things did it tell you?
Coach Ruby: I don't remember. I just didn't like it talking to me. 
Researcher: That wasn't helpful. 
Coach Ruby: Maybe if I understood it.... No for for me. 
Researcher: We have talked about what you don't like about self checkout. What about cashpoints? Like or don't like?
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Researcher: Do you prefer ones that are commerical like Co-op to the ones in a corner shop. 
Coach Ruby: They are about the same. The shop ones charge you. you know. 
Researcher: Does that make a difference to you?
Coach Ruby: The Co-op doesn't charge so that is nice. 
Researcher: We talked about the computer class not being enjoyable. 
Are there other concerns you have about using a computer? 
Coach Ruby: No sure what you mean love. 
Researcher: Do you think using a computer will make your information more vulnerable to people finding it. 
Coach Ruby: You mean like identity taking? 
Me:that is an example. Is there a reason beside it being complicated that you would not use a computer?
Coach Ruby: I just don't know of anything I need to do with it. I have limited vision in my right eye. So the screen is 
hard to see. That is why I have a large screen (points to TV) and sit back from it.
Coach Ruby I kept trying Marie's phone. The screen, size and weight
appealed to me. It seemed like it might be easier to use. My mobile is
hard to see text. I mainly use it by feel now".
Runner Marie: \She even tried to go buy one once".
Coach Ruby: \At the phone store, I asked about the screen phones. The
fellow kept saying I was too old and it would be too hard for me to use.
I told him I had a friend [Marie] who could help me. I just need to know
how to make calls".
Runner Marie: \That is when he said you would be wasting your money".
Coach Ruby: \He said if all I wanted were calls I didn't need a screen
phone. I tried to explain the screen size was what I wanted. I 
nally got frustrated and left
Researcher: So it is hard to see on the computer. 
Coach Ruby: yes.  Is that it?
Researcher: for the questions?
Coach Ruby: yes. 
Researcher: Yes. that should do it.  
Coach Ruby: Turns to Runner Marie. How are you lovely?
Runner Marie. I am good. How is the garden?>
Coach Ruby: They have nearly finished it. Points to the back windows. 
Runner Marie: We will have to sit out there in the summer. 
Coach Ruby: yes. I got my curtains changed. 
Runner Marie:Oh yes. You have. I told you I could do it.  
Coach Ruby: I know you did. I got my brother to do it. My husband died a long time ago. I have gotten use to doing 
most things myself. 
Runner Marie: You are very self sufficient. 
Coach Ruby: I have had to be. We had a good but short marriage. It wasn't until my forties that I found a good one. 
Runner Marie: Yes. but from what you have told me he was good. 
Coach Ruby: Yes he was. 
Runner Marie: I am going to have to go. 
Coach Ruby: Ok. 
Runner Marie: I am not sure of my work schedule next week. I will call and let you know.
Coach Ruby: You do that. 
Researcher: Thank you. 
Coach Ruby: Thank you. Lovely to see you. 
Runner Marie: Bye. 
========outside=========
runner assist coach with tasks
Runner…
visablity issues computer
Researcher: So it is har…
barrier to acquiring digital tools
smartphone
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Runner Marie: I often offer to help with things but she will get her brother. He is old too. 
Researcher: Do you worry about her passing. 
Runner Marie: She is in good health so No. I am not sure if the forgetting I am coming is something else or just 
forgetfulness. 
Researcher: Does she seem to miss other appointments?
Runner Marie: I don't know. she doesn't mention it. 
We reach the sidewalk by the train. 
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Runner…
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Archival # 012: 
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(take immediately after the session.) 
19:03 – Met Runner Mary  outside of the building. Runner Mary  and I ring to go in. Runner Mary  it takes awhile 
because she can't move very fast. 
 19:07 – Runner Mary  knocks on the door. It has been left ajar. 
Runner Mary  – Coach Mabel it is me. I brought Polle. 
Coach Mabel – Hi, Hi. Come in make yourself at home. 
Coach Mabel is sitting in chair with back to the door. 
Runner Mary  gives her a hug. 
There is a chair across the way. 
To Researcher:  Coach Mabel – pull the other chair up. 
I pull the chair up. 
Coach Mabel – to Runner Mary  – where is your jacket. It is too cold. I worry about her. 
Running the dark. 
Has a laptop nearby. 
Coach Mabel – I had a lady that would come and help me with the computer. But now funding cut. I don't do it. 
To hard to see. Hurts to sit to see. Don't remember how. 
Runner Mary  – we sent an email remember. 
Coach Mabel – son helped some once too.
Coach Mabel – I have mobile for emergeny. Takes me a long time to get around. 
Coach Mabel – gives us chocolate. 
Talk about work. 
Runner Mary  – is worried about if gets moved out london, visiting for May. 
Expanded Notes:
(detailed notes completed within 48 hours of end of observation.)
Runner Mary  is outside of building when I cycle up. 
Researcher:  Have you been waiting?
Runner Mary  – No literally just got here. 
Runner Mary  – I will buzz Coach Mabel while you lock the bike. It takes her awhile to get to the door. 
Researcher:  lock bike
Join Runner Mary  at the entrance to the building. Buzzer is still ringing. 
Runner Mary : She has a bad back and takes her awhile to get to the door to buzz us in.
The buzzer stops and door buzzes open. 
We go in and down a hall on the first floor of the building. 
The door is ajar when we approach. 
Runner Mary  – Coach Mabel always leaves it open. 
Runner Mary  – Sticks head in “ M6!, I am here and with Pollie. The lady I told you about.”
Coach Mabel – Come in!
Runner Mary  goes in first. I follow. Behind her. 
Coach Mabel is sitting in a reclining chair. Her back is to us as we enter the living room. There is a walker with a tray 
in in front of her. 
Runner Mary  comes around in front of her first. 
Then I follow. 
Coach Mabel – Hi Runner Mary . 
To Researcher:  Hello. 
There is one chair across from M6. Another chair is back against the far wall. 
Coach Mabel – points the far chair: Pull up the chair. 
Runner Mary  sits in the chair already there.
Researcher:  I pull the chair up beside the Runner Mary  on her left and opposite of M6. 
I sit in the chair I just pulled up. 
Coach Mabel:  moves the walker to her right side so it not directly in front of her. 
Coach Mabel:  Looks at Runner Mary . Where is your coat? It is cold outside. 
Runner Mary ; I have a coat but this is my running gear. It keeps me warm when I am running. 
Coach Mabel:  to Researcher:  I worry about her with the cold. She doesn't wear enough. 
Coach Mabel to Runner Mary - Is it warm enough? I can turn up the heat. 
Runner Mary : It is fine. 
Coach Mabel to Researcher:  Are you with Goodgym?
Researcher:  Yes, I volunteer and I doing some research. I am visiting to get an idea of the different type of paired 
relationships.
Coach Mabel:  I love Runner Mary . She is a pleasure.
Runner Mary : I enjoy visiting her. 
Researcher:  I have heard. 
To Coach Mabel:  your and Runner Mary  picture having tea has been on the GoodGym website. 
Coach Mabel:  Oh really?
Runner Mary : Pulls out her smartphone. Is it still up?
Researcher:  I don't think so because they just redesigned the home page. 
Runner Mary : Looks on smartphone. 
Researcher:  I see you have a laptop. 
Coach Mabel:  Yes. There used to be a women who would come once a week to help me with it. Then funding got cut 
and she went away. I tried to use it again but could not remember how. 
Runner Mary :Oh yeah. We sent an email together once. Do you remember? To a relative I think.
Coach Mabel:  Oh yes. And my son helped me with it some. He comes once a week to grocery shop for me. I can't get 
around well at all. 
Runner Mary : Maybe we can try again on one of our visits. 
Coach Mabel:  I am not interested in the computer. It hurts my back to sit at the table and hurts my eyes looking at the 
screen. And frustrated. I used to know how to do somethings but I can't remember now. I think my time for it has 
passed. 
Runner Mary : That is right it has to stay plugged in and that is only accessible outlet. So you can't use it in the chair. 
Runner Mary  to Researcher:  The battery won't charge. 
Coach Mabel:  I don't want cord around. I don't like to fall. I have fallen a few times. I have used my emergency button. 
Pulls out the cord with button on it. I am glad I have it. Not pretty. But I don't get out much. It takes a lot of effort to 
move around. It will take me 5 minutes or more to get to the stove. Points to right stove maybe 15 feet away. Getting 
old is not fun. I have been sick and not feeling well. 
In fact I last couple of weeks I canceled out visits because I just didn't want visitors. You know how you just don't feel 
well and don't want extra stress. 
cancel visit due to health
In fact I las…
resistant to computer
Runner M
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not interested in computer tra…
resistant to computer
use computer in the past
Researcher…
Researcher: yes, we all have felt that. 
Coach Mabel:  I had such bad congestion. Everything tasted like mucus. Not pleasant. Also didn't want to give Runner 
Mary  a cold. 
Researcher:  Yes, I know. I had had congestion too and mucus taste not good. 
Coach Mabel:  Did you have questions?
Researcher:  yes, How do you and Runner Mary  schedule visits?
Coach Mabel:  Runner Mary  calls me. We generally do Wednesdays or Fridays. Monday my son comes by with 
groceries. Tues and  Thursday a carer comes and helps me do a full bath. I do light washing on off days. I can't fully 
bathe myself. It is hard to get old. So we do Wednesdays or Fridays.
Runner Mary  – Sometimes I miss a week or two. With work I can get sent around the country. Sometimes I am out of 
London for a week or two. 
How do you handle it when one of you can't make visit?
Runner Mary : I will call her and let her know. For travel I generally know in advance when I have to leave. 
Coach Mabel:  I will call if I am not up for a visit. 
Runner Mary : Sometimes when I call to confirm you will let me know that you don't want one. 
Coach Mabel:  Yes. that too.  
Researcher:  You always let Coach Mabel know when you will be out of town?
Runner Mary : Oh yes.
Coach Mabel:  Yes, she always lets me know. 
Have you had to make last minute changes or cancellations?
Runner Mary : I guess so if you count when I call and Coach Mabel lets me know she doesn't want a visit. 
Coach Mabel:  I try to let  Mary  know earlier in the day if I don’t want to visit. 
Runner Mary : There are times I come later if I am held up at work. I will call when I can. I have to find a place I can 
talk loud enough. 
Coach Mabel:  I have trouble hearing. The phone is especially bothersome if people don't talk loud enough. 
Do you own a mobile phone?
Coach Mabel:  no. I don't go out much too much effort. 
Researcher:  So a mobile phone is for when you can go out 
Coach Mabel:  yes. I have my landline. Points to phone on the table to her left. 
Researcher:  Have you seen the ad on TV where people can talk and see each other through the computer. 
Coach Mabel:  Yes.
Researcher:  did you ever try that on your laptop?
Coach Mabel:  I don't use it anymore. 
Researcher:  When you did you use it.
Coach Mabel:  No. I don't know who I would use it with. 
Researcher:  ok.
Do you get out and use cash points or self check out?
Coach Mabel:  I have used cash points. What is self check out?
Researcher:  When you just use the machines to check out the grocery store. You don't have person.
Coach Mabel:  Oh. no. I haven't used that. Sounds awful. 
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Coach Mabel:  They are convenient. I don't get out much. My son uses it. 
Researcher:  You mentioned that you don't have an interest in your computer anymore. What about it bothers you?
Coach Mabel:  I just don't remember. the last time I looked at it. Some things looked familiar but I dont' remember how 
they worked. My time with it has passed. 
Researcher:  When you did use it did you have any concerns?
Coach Mabel:  What do you mean?
Researcher:  Were you worried about breaking it? or something?
Coach Mabel:  Yes. Or things would move around and I didn't know why. 
Researcher:  Were you worried about people having access to your information. 
Coach Mabel:  I didn't shop on it. or purchase anything. No...
Researcher:  Is a concern for you information why you didn't shop on it?
Coach Mabel:  I don't have anything I want to buy. My son will bring it. 
Coach Mabel:  Are we done?
Researcher:  talking about computers we are. 
Researcher:  Would you like another runner to visit when Runner Mary  can't come. This would not be replacing 
Runner Mary  just someone to come by when Runner Mary  can't. We have other runners in the area. 
Coach Mabel:  I don't know. I really like Runner Mary . I am used to her. I don't know if I want to get use to someone 
else. I don't mind missing a week here or there. 
Researcher:  Ok. Good to know. 
Coach Mabel to Runner Mary : I have chocolate go get some. It is in the fridge. 
Runner Mary :  I am fine. 
Coach Mabel:  You know I keep it for you. Go get some. You need it to get home. 
Runner Mary : Ok. Pollie would like one.
Coach Mabel:  She will take one. 
Researcher:  Smiles I will take one. 
Coach Mabel:  I have some truffles but they are not as good. She pulls a box from under the table beside her. 
Runner Mary : I am good. 
Researcher:  Me too. 
Coach Mabel to Researcher:  Do you run?
Researcher:  No. I swim. I am too heavy to run right now. 
Coach Mabel:  Do you have more colds because you are heavier?
Researcher:  I don't know. Good questions. Why do you ask. 
Coach Mabel:  I think I heard or read it somewhere. I was wondering. I have put a little and wonder if that makes me 
more prone to colds. 
Researcher:  I don't know. We know carrying extra weight is not good overall. Not sure about colds specifically. 
Runner Mary : What is the age range of runners. 
Researcher:  Early 20's to mid Thirties. A few are older. 
Coach Mabel:  There is some GoodGym event happening next week.
Researcher:  yes, we are coming to meet the other residents here. 
Coach Mabel:  They are a strange bunch. Don't be surprised if not many show up. 
Researcher:  That is OK. We often have small turn outs. Will you come. 
Coach Mabel:  I don't usually go. Come see me when you are done. 
Researcher:  I will. 
Runner Mary : It is time for me to head home. 
Coach Mabel:  Get your jacket out. I worry about her. 
Runner Mary : I have my jacket. 
Coach Mabel to Runner Mary : how are getting home? 
Runner Mary : I am down by bow. I will run down that way.
Coach Mabel: I worry about her running at night. The winter with the days short. 
Researcher:  A lot of runners have to adjust routes for the winter months. 
Runner Mary : Gives Coach Mabel a hug.
Researcher:  My I give you a hug?
Coach Mabel:  yes. 
We hug. 
Coach Mabel:  Do come and visit. 
Researcher:  I will
We exit and go back to the entrance. 
Runner Mary : I do have a concern. I am getting transferred out of London with my job. I worry about Coach Mabel not 
getting visits. It would be good if we could encourage other runners coming in case there needs to be a change. 
Researcher:  Thanks for letting me know. We will make a note. We can work together on getting another runner to visit 
when can't.  
Runner Mary : Great thanks,
Researcher:  I don't want to keep you in the cold. 
Runner Mary : Ok. I am heading on
coach worries about runner
coach worries about runner h…
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C Appendix C: Examples of GoodGym prototype
observations
In this appendix find a sample of observation notes from the prototyping phase
of GoodGym study. The following prototyping observations samples are provided.
(Note: The observation notes edited for study specific information in the interest of
space.)
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(taken immediately after the session.) 
Ben is resistant to using the tracking sheet. 
He is up front that he is happy to report. But can’t be bother to write it down. 
The tracking works perfectly for Barbara. 
The tracking does not end properly on the tablet. 
Expanded Notes: date:.22.10.13      time: 9 am
(detailed notes completed within 48 hours of end of observation.)
Ben: Last week. It done that. But then it stops tracking. I don’t remember. Why? 
R: Just tell me what I remember. 
Ben: It said that for about five minutes. And it never finished. 
R: So, it messed up your kettle timing. 
R: how you found the tablet?
Ben: I switch it on from time to time to see the visit date. And to check for message. 
The only time that I will try something different. I don’t want to really check usage.
R: do you want to use it for anything else? 
Ben: When I was keen to navigate to the airport.
 I used it several times to play around with the maps. 
Lately, I leave it on the desk between Barbara's visits.
 I like that I don't have to work it to be useful. 
I can pick it up for a few minutes or leave it for a few days
R: Do you mind tracking your usage during the week?. 
Ben: I can write it. But if I tell you how it is. 
R: If you can track. 
Ben: Once or twice I check for the messages and the visit. 
But I am not going to write that. 
R: do you take outside of your apartment. 
Ben: no. 
Ben shows the drawing he made for his runner. And labeled it Barbara’s place. 
She moves around a lot so. 
I asked her what to get for her house warming. Now that she has a place. 
Ben: I will there in 4 minutes. 3 minutes. She is on her bike. 
About your form. Use it for saying whatever you need it to say. 
R: It not about me. It goal isn’t’ change your behavior is to capture it. 
Ben: I check it two or three times a week to make sure it is charged. 
Barbara comes the same time every week. She is every regular. 
I check that it is working. And then I put it off. 
Ben: I can’t get use to the applications. It hard with my fingers. 
R: That is good feedback. 




Ben: I canʼt get use t…
effort to use tablet
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persuing personal interest pro…
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lack of engagement with tablet
Ben: I check it…
Ben: It is particular to me do my lack of dexterity. 
Oh. One minute. 
She will be calling soon. 
R: we will see what happens. 
The buzzer goes off. But the tracking does not end. 
R: I will go buzz you in. 
The doorbell isn’t working. So, I am going to let her in. 
Ben: How did she get my number?
R: you made it to one minute and didn’t end. 
B: It worked perfectly on my end. Could it be… 
Ben shows her his drawing. 
Barbara: Oh, my goodness. Yes. This is my new house and this is going on my wall. That is going to be amazing. 
Ben: Where are you going to put it. 
Barbara: It will go on the wall. 
Oh. I got a call from Mark, you got a letter from GG. And I am supposed to post it back. 
Ben: Yes. He did. Yes. I did. But you weren’t here. so, I have posed. 
Barbara that is all I need to know. 
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(taken immediately after the session.) 
Ben and Barbara set a new visit. 
Ben sets up texting with Barbara. 
Expanded Notes: date: 30.10.13      time:  6pm
(detailed notes completed within 48 hours of end of observation.)
Ben: What am I going to do. 
R: You are setting a new visit. 
B: Have you ever been to the fire display in Lewes next to Brighton. It is really crazy. 
Ben: What day do you want to come
Barbara: The fifth. Tuesday the fifth. 
Ben: that reminds me. He saws a sketch. 
Barabar: a rombus. 
Ben: a ghost with a bit of dirt in his eye. 
And this a ghost with the lights off. 
Ben: what is this one?
It is a snake going up the stairs. 
Ben: You must have seen these. I have got hundreds of these. 
Barbara: I have never seen theses. 
Ben: This October. How do you get to November. 
I need the pen for me. 
R: here it is.
Ben: what time? 
B: 3:30?
Ben: put the time in the schedule. 
And click yes. 
B: Excellent. Nice and easy. 
Ben opens messages
B: points to messages. If Ben types in there will it go anywhere. 
Ben: what is this. 
R: we canceled a visit and make it new one. 
R:  So Ben can send image and messages but I would have to send ti over 
Ben: What does this mean? 
R: Images are pictures 
Ben: Who am I sending it too? 
R: It is only between you and Barbara.
stylus
tablet schedule next visit
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tablet schedule next visit
Ben: W
hat am
 I going to do.    R: You are sett…
R: It is only between you and Barbara. 
 
Ben: I wanted to send an image. How would I do it? 
 
Press where is say image. 
 
R: you can either use the camera or gallery. 
 
R: These are screen shots. 
If you click you can see what is in camera. 
 
Ben: I want to see that. 
 
R: These are screen shots. I took to keep track of what you are doing. 
 
Ben: Sorry. To keep asking questions. How do I send the image? 
 
R: you can just select  it. 
 
Ben: I did. 
 
R: Try again. 
 
Ben: presses the image. 
 
R: now save. 
 
Ben: now it is there. 
 
R: it immediately sends when you save so you don’t have an extra step. 
 
Ben: this  Barbara. 
 
R: I took the screen shot of that. 
 
Ben: what if Barbara wants to send me a picture?
 
R: It will show up here where you sent the message. 
 
Ben: So send and receive are the same. 
 
R: they both show up in the same place. 
 
If you go back home. 
 
Ben: Looks around the room. I am home. And laughs. 
 
R: if you go to the GG home page. 
 
Ben: will I get a notice here. Pointing to the message area. 
 
R: yes. It will turn yellow and show number of message. 
 
Ben: we have got messages and messages. 
 
R: These are only for GG messages between you and barbar. 
 
If you press the home icon. 
 
Ben: this app is the one that comes with the tablet 
 
Yep. That is the one where I and Barbara can send you things. 
 
If you select mine. 
 
Ben: if you click you can see the messages. 
 
Barbara: We could put pictures in there. 
 
Ben: How do you make a hormone?
 
R: A horse that moans. 
 
Ben: Don’t pay. 
 
R: Oh. I should have gotten that one. 
 
Then press my face again. 
Press the pencil that means edit. 
 
The press my face. 
 
Then press picture. 
Then go to the gallery. 
 
Ben: How do you delete?
 
distracted from task
GG practice messaging skills
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GG practice messaging skills
Ben: I did.    R: Try again.    Ben: presses the im
age.    R: now
 save.    Ben: n…
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R: There I am. 
 
Barbara: pick your favorite Pollie picture. 
 
Now if press on the one  you like. 
 
Now press save. 
 
Ben: Jesus  saves. 
 
R: Now the same thing for Barbara. 
 
Now press edit. 
 
The screen freezes and wont’ response. 
 
R: presses around and can’t get it to respond. 
 
R: Does it have an email address attached? 
 
R: Why is there a difference between mine and yours.?  Pollie and Barbara
 
The tablet starts working. 
 
R: I will let Barbara guide. 
 
B: I want a picture of you and me. 
 
Ben: I want to delete some of these. 
 
R: select Barbara picture first and then we will come back. 
 
Barbara: I like that one. 








Barbara: in my northern accent. Done. 
 
R: now to delete. 
Go to gallery
 And then camera. 
 
So if you click on this menu with the stripes. 
 
Now you can select all the pictures you want to delete. 
 
Ben: goes and selets all the images. 
 
Now click the trash can. 
 
The images disappear. 
 
Ben: presses on a image and it opens up. 
 
Ben: I have to do it again? 
 
R: yes. With the menu. 
 
Ben repeats the steps three more time. 
 
Barbara: I want to you to send me this one. (picture)
 
Ben: I can do it through email. 
 
R: so selc the image in gallery. 
 




The gmail opens up. 
 
R: Now you have a email wit the image attached. You just need to tell who for it go too. 
 
R: type in Barabara’s name it should come up. 
 
Ben: Begins to type and her name comes up up. 
 
R: Press to select
 





e thing for Barbara.    N
o…
Then press m
y face again.  Press the pencil that m
eans edit.…
Ben:  presses and it fills in the address box. 
 
The pictures in the body of the email. 
 
What about that plus? 
 
R: That is if you want to add another email address. 
 
Ben: do you want one? 
 
R: sure. Send it to me. 
 
Ben: types my name and add to address. 
 
Ben: presses send. 
 
Ben: Ok. 
He puts down the pen and disengages from the tablet. 
 
B: By the way. I have your picture on my door. Every time my house mate walks by she giggles. She loves it. 
 




Ben: I thought I mentioned that I had played with the maps for Gatwick. 
I wanted routes to avoid traffic. 
 
B: Right, right. How was it? 
 
Ben: I haven’t been yet. 
I assume I could sue this like those care GPS. 
 
R: Yes, Not in the GG app. But with Google Map.s 
 
Ben: I know that. Let’s look at Google then. 
I am going with my mate to
pickup a relative from the airport. I told him, I thought I could map a
route with this. (tablet)
 
B: I would like to learn about mapping routes on google Can you save them? 
 
 Ben: I thought all you young people knew all about this stuff".
 
 Barbara: \No not really. 
There is so much to know and it changing all the time. I have never had a reason to save a map. 
So I haven't tried it before. 
We both are learning something new today.
 




B: So I know how to map between two points 
 
So put in Gatwick. 
 
Ben: types in the name with the stylus. 
 
B: Ok. Now press directions. 
 
And say current location. 
 
Ben: It knows where I am 
 
B: yes.  Now. We have the route. 
 
Ben: how do I keep it. 
 
B: I think you can save it. 
 
Hmm.. Let me google it. 
 
Ben: Google to google
 
B: yeah. Laughts. 
Looks like we the recommendation is the print the directions. 
 
Ben: I haven’t got a printer. 
Can you print from the tablet. 
 
B: Think we can save as PDF to the tablet.
 
B: click print 
 
Ben: clicks print. 
 
everyone is learning
Ben: I thought all you youn…
persuing personal interest pro…
travel with tablet
Ben: I thought I m
entioned that I had played…
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B: chose save as PDF
 
Ben: selects save. 
 
B: how do we find it. 
 
R: I will put the files app. 
 




R: Now click and drag the one labeled files the home page. 
 
Ben: drags it over. 
 
R: press to open
 
Ben: opens. 
And there is the PDF. 
 
Ben: I don’t know if I will remember all that. 
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(taken immediately after the session.) 
Ben is starting to use google keep. 
We go over google keep.
He then turns the conversation over to other topics. 
And want to be social visit since Barbara was not coming. 
Ben reports on the airport trip
Expanded Notes: date:.5.11.13      time: 11 am
(detailed notes completed within 48 hours of end of observation.)
Ben: What is this google keep. It came up in my searches. 
R: It is a list. It is web based. You can make list of items that you check off as you complete them. 
If gives you different types of notes.
Ben: So, everything I want to remember for another time. I don’t take up space because it is on the cloud 
R: no space on your hard drive. 
And the one that looks mountain means you can add a picture. 
Ben: That one is
R: If you want to change the color of your text. 
The bell is if you want to set an alarm. 
Ben: Speaking of color. I have tried to google it. Are there black people in china?
R: what? 
Ben: Are there black people in china? I have never seen any. Because all I have seen. Chinese. 
If they are all Chinese then they don’t understand the concept of racism. There is the culture thing.
R: A friend of mine who is Asian. She is American. But when she went to china. They were upset that she didn’t 
speak the language. They were more tolerant of her white American friends. Because it was expected that they 
won’t speak the language.
Ben: Mandurian is the most spoken language.  
R: Yeah because there are billons of Chinese. 
Ben: Can I still save it to your bookmark. Keep?
R: Yes. You can add it so you can find it. 
Ben: I don’t know if I remember what is? 
R: you can rename it to notes or sticky notes. 
Ben: No, I will leave it google keep. I do need to learn what it is. 
Ben: We tried the tablet for the navigating to the airport. 
R: how did it go.
Ben: I took the tablet to help navigate our way to the airport.
 I had my mate navigate. 
I had to show him how to use the Google map to follow the route.
R: How did that go. 
Ben: It is just point one and point two. 
R: Right. Did it work? 
Ben: It did at the start. Then it would jump around. 
My mate would make it bigger to read the streets but  would lose the trail. 




ork?    Ben: It did at the start. Then it w
ould jum
p aroun…
R: they would lose it? 
 
Ben: It would go off the screen. 
 
R: They would scroll and could not see it anymore. 
 
Ben: yeah. And if it was too big. Zoomed it. It was hard to find again. 
 
Ben: It seemed to freeze at some points. 
Other times it would say it had lost the signal.
 
Researcher That happens sometimes. 
There are sometimes issues with the signal getting through. 
Did you lose your mapped route or did you lose the marker that showed your location?
 
 Ben: We lost the marker that showed us where we were. The
line showing the route did stay. 
 
 
Ben: but doesn’t help to know the route if you don’t know how you are in relation to it. 
 
R: that is a good point. 
 
Ben: The mapping doesn’t seem to work well on the tablet. 
 
R: It is really about the network. Remember you are on the giffgaff mobile network. 
 
If the network is not available then the tablet can’t do its job. 
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Coach Frances and Runner Lacey observations
• cf-ob-proto-02
• cf-ob-proto-06
Participant/Observation Field Notes  cf-ob-proto-02









(taken immediately after the session.) 
 Frances was encouraged to try messaging. To send a message to Lacey who was in  India for work. 
She was also introduced to taking pictures. 
She had pictures of her grandchildren. That took a photo with the tablet. 
Expanded Notes: date:. 26.9.13      time: 10am
(detailed notes completed within 48 hours of end of observation.)
R: I see you have your tablet out on the table. 
Frances: Yeah. I keep in on the kitchen table. 
Or I plug it in by the microwave. 
France: I only plug in at night. I don’t want passersby to see I have it.
R: you are concern about people taking it. 
France: Yes. And them thinking I have other fancy things to take. 
R: How are you doing with the tablet? 
Frances: I get out when I know it is time for you [Researcher]
and Lacey to visit. I haven't worked on it since the last visit
Frances works on sending a message.
R: Now if you press on camers. 
The re is a camera on the the back of this. 
Frances: Oh yeah. WE can put the kids in there. 
She pulls the photo on the table.  
R: We can take a picture and send. 
R: position the tablet over the picture of kids. 
Press that big gray button. 
Frances uses the stylus to press the button. 
Oh it click. 
R: Did you you hear it click. 
So now press save at the top. 
Frances press the save button. 
And returns to the Goodgym message screen. 
R: And now that is going to get sent to Lacey. 
Frances: She will see that. Laughs. 
R: See the little version. 
Frances: Yep. 
R: Press on that and you can see it big. 
Frances: Oh that is lovely. 
R: It is also save on the tablet. 
It you press the house/arrow. 
referr to tablet as work
R: H
ow
 are you doing w
ith the tablet?    Frances: I get out w
hen I…
GG work on tablet
R: H
ow
 are you d…
It you press the house/arrow. 
 
Frances this one? 
 
R: Just press the arrow again. 
 
Frances presses again. 
 
R: Oh we did put galleries on for you. 
Let’s do that.
 
Add the gallery to home page. 
So if you press the gallery 
The flower. It is like a photo album. 
 
Frances: Albums. Is it there. 
 
R: These are all albums. 
 
Frances: what about the images. 
 
R: Give it another click. 
 
R: Oh it didn’t save it to the tablet. 
 
If you go the house. 
 
And press it. 
 
Frances: presses it. 
 
Now on the homepage. 
 
R: Let’s do it again. 
 
Now if press the camera. 
 
Frances: press and hold. 
Does nothing. 
 
R: you don’t have to press and hold. Pop, it like you did before. 
 
Frances: gives it a quick press. 
The camera opens. 
 
R: Put the table over the photos of the children. 
 
If you want to press the gray button again. 
 




Frances: press and it click and takes the photo. 
 




R: so now this saved on the tablet. You see the flower. 
 
If you press down at the bottom. 
 
Frances: Which one? 
 
R: The house one. 
 
Now the flower. 
 
Frances: There you go. 
 
R: if you press the back button. 
 
If press on the image it will bring it back up. 
 
So you can take photos as well. 
 
Frances. When I am in the mood and dressed up. Laughs. 
 
R: So if you press on the GG icon. 
 
Give it a little pop. 
 





Now press on messages. 
Frances: press on messages. The message screen comes up. 
 
R: So now we can send a message to Lacey. 
She is in India right. 
 
Frances: you will have to explain it to me. I am not being funny. 
R: The keyboard. Is hard. Everyone needs help with it. 
So H.
 
Frances: I am looking for the other ones. 
 
R: Then e and L and L 
 
And then the O. 
 
Frances: I have done it. 
hHELiio is on the screen. 
 
R: yep. And now the space bar.
 
Frances: This one? 
 
R: Yeah. 
That is how you separate the words. 
 
Frances: and Then Lacey. 
 
R: and how was india. 
 
Frances : no is… 
 
R: you are right it is. 
Frances types it in. 
 
R: india spell out and Frances types. 
 
Frances: I should put my name. Shouldn’t I. 
 
They spell it out and put it. 
 
Frances:: uses her finger to type on the keyboard. 
 
R: now hit send. 
 
Frances: presses send. And the message screen comes back up. 
She start reading an old message from Lacey about a group run.
 
R: That was accidently when we broadcast to a group of people
She will get the message and pictures. 
 
Frances: re reads the message to Lacey. 
 
R: one of the other coaches. He sent his message all run together. 
He didn’t know how to separate the words. 
 
Frances: no you don’t. Kids. Kids do it right away. 
You have got to think first. 
I really want a week with no one coming for me to play around with it. 
 
R: The other coach says he sits down with it every day. 
 
Press the back home. 
 
The meassage will turn yellow when she sends a message. 
 
Frances: oh lovely. 
 
R: I will ask Lacey to email me. If you don’t have it turned on. 
 
Frances: I got something wrong with my one of my eyes. And they want to have another test. 
I have got sugar in it. That is why I can’t see clearly at the moment. 
 
R: One of the coach is blind in one eye. She has difficulty too. 
 
Frances: It gets a bit misty. They are trying to give me treatments so I don’t go blind. But I am 80s years old, I am 
not worried about it. 
 
R: everyone who has one of these. They have never used a keyboard. 
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(taken immediately after the session.) 
 Frances and research try the actate guide. 
Frances does not really engage. 
Lacey comes by for a run and first visit since a long absence due to work. 
Lacey was unable to schedule on her iphone. 
She was able to track her run but not a coach run since the visit was not accepted. 
Expanded Notes: date:. 05.11.13      time: 10am
(detailed notes completed within 48 hours of end of observation.)
Frances works on checking her email. 
Frances: Hi Lacey and Frances. 
She reads the subject headings.
Frances opens up the email and reads through it.
R: If you scroll up you can see the rest of the message. 
Frances: scrolls and reads. 
Then she sits back and looks at the TV. 
R: I did bring the acetate that we circle things so you know where they are. 
Frances: Sure, anything that can help. 
R: get out  acetate and markers. 
Frances: Looks at the TV. 
R: Did Lacey ever call you directly? Or was I the one telling you that she was coming. 
Frances: You were. 
R: Did you use the tablet any this past weekend. 
Frances: Yeah. 
Frances: watches the news on TV. 
Frances then put elbow on the table and part watches the tablet and the TV. 
R: The acetate lets you press through the plastic. 
We can mark things up so you know where they are. 
Frances: Right. Andre. 
R: Is that what you want to call YouTube?
So, if I label it Andre that will make sense? 
Frances: Put Fiddler. 
R: For the GoodGym app. Should I label that Lacey. 
Or do you know what this one is? 
Frances: Yeah. Where you work. 
I am no silly. 
R: I know. It is the terminology for  a lot of things. 
Frances: The phone.
R: The phone. Do you want to call it the phone? 
Or calls. 




R: That is one. Actually, it where the photos are. 
Calling it photo album.
 
Frances: No. That is too big. Just photos. 
 
R: Ok, Photos. 
This is the camera. 
And this email. 
Dos the term email make sense to you. 
This is where you can send. 
 
Frances:  Yeah. I know. 
 
R: Would email make sense to you? Or messages. 
 
Frances: No. I know what that is. 
 
Frances points to the screen. 
 
Frances: What is that? 
 
R: that is contacts. That is like an address book. 
Should we call it address book? 
 
Frances: yeah. Yeah. 
 
R: if this was a physical address book what you call it. 
 
Frances: Let’s label it that. 
 
R: Does internet. Does that make sense to you? 
 
Frances: Oh yes, yes, yes. 
 
Frances sits back and disengages by watching the news on TV. 
 
R: Continues to label the tablet. 
 
Frances: Looks over to watch. 
 
R: Would search make more sense than internet. 
 
Frances: I know what that one is. 
 
R: Ok. I won’t worry about that one. 
 
The door buzzes. 
 
Frances: Press the top button, Please.
 
R: Let’s in the runner. 
 
Frances: Who is it ? Lacey. 
 




Frances: Hello Darling. How have you been. I still haven’t seen you running. 
 
Lacey. Can I get some water?
 
Frances: You know where it is. 
 
Frances: sits and watches the news and waits for Lacey to get settled. 
 
Frances: Where did you get these pens from? 
 
Lacey: How are you guys. 
 
Frances: yeah, not bad. Popping in. I have been selling the poppies. 
 




R: Sounds like you are fighting a cold. 
 
Lacey. No. I just running. It gets everything going. 
How is the tablet? 
 
Frances: Before it was images on paper. Now I am watching you run on a map
 
 
Frances: Is it raining?
Invested in development
Lacey. N
o. I just running…
Frances: Is it raining?
Lacey: No. 
 
Frances: It is going to be really cold tomorrow. 
 
Lacey. It doesn’t matter if it is snowing. You get a burn when you get going. 
I have got a new running jacket. Which is the thinnest thing ever. 
It keeps all the heat in. 
It has the mesh that keeps you really warm. 
 
Frances: Where did you get it? 
 
Lacey: From a running shot, actually. Yesterday. I got new trainers. 
She shoes them off. 
 
I am all coordinated. 
 
Frances: Sings can your spare penny. 
 




R: The Scheduling worked. 
 




Lacey: invalid gate. 
 
Frances: On here? Points to GG. 
Oh, it is today. 
 
Lacey: It was really odd. 
 
And if you go to my runs. It did monitor me the whole way. 
Can you see it after I have done it? 
 
R: If you go under me. 
Coach Run. 
 
Lacey. I  wasn’t sure it would work since the scheduling . 
 
If you can show Frances. That I ran. 
 
Lacey: There is a line that showed where I went. 
 
Frances:  I see where you stopped for a bit along the way today
 
Lacey: I ran into a friend on the way. We hadn't seen each other
in a while. We were chatting. I had to tell them I was being watched and
needed to complete my run
 
Frances: You should have invited them to come along and meet
your watchful coach
 
Lacey: Ha.I don't think they were prepared to run. I am more
aware of my time when I come visit
 
 
The door buzzes again. 
 
Lacey: goes and opens the door. 
 
Lacey and Frances both discuss the news. 
 
Lacey: I think everything did all right. 
 
R the network didn’t connect to the tablet. 
The neighbor comes by for a visit. 
 
















f you can show
 Frances. That I ran.    Lacey: There is a…
Lacey. N
o. I just running…
tracking increase pressure to …
Tracking influences conversat…
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Participant/Observation Field Notes  cm-ob-proto-01









(taken immediately after the session.) 
 The first time that the tracking work with Mark and Sue. 
Mark watched her run. 
Sue ran was at a slower pace because she had a stitch in her side. 
Sue suggested telling to turn off Wi-Fi sooner. 
Too late when open up coach run. 
Sue shares pictures and stories about her dogs. 
Expanded Notes: date:. 17.9.13      time: 10am
(detailed notes completed within 48 hours of end of observation.)
Mark: Starting my visit see you soon. 
Yeah. That is good.
R: Or is either she is really running late. 
Mark: can you read the name of the streets. 
R: you can zoom in. 
Mark: Where is she now? 
R: Looks like she is here at Trumbly road. 
Mark: The Blue. She has got to do that. 
R: That is the suggested path. 
IT will adjust how they go. 
Mark. It does not say where she is at, does it. 
R: it says it here. With the marker. 
Mark: Oh. The red. It moves does it? 
R: yeah it will move. 
Mark: So, she is a fast runner. 
R: laughs. 
Mark: watches the screen. 
Mark: It is amazing to see how our discussion on a digital picture
frame has become this. (tablet)
R: Yeah. There is she is. 
Mark: Where is the red Marker. 
R: Now you can see she is on Mile End Road. 
Mark: Ever Street. She is going along the main Road.
Yeah, yeah…. 
R: The reason why it zooms out. 
Every time it updates. 
You can see her time change. 
Zooms back. 
Mark: Did you know this is how she ran to see you. 
Sometimes she comes from work. 
So, she has gone home this time. 
R: so, she lives out in Bow.
Mark: Bow Road. 






ark: So, she is a fast r…
We get to see her running?
 
R: Yeah. It is right here. 
 
Mark: But you don’t get to really see her run.
 
R: Oh no. not actually see her run.
 
Would you want to see her running? 
 
Mark: Well, let’s see how fast she goes. 
 
She is now at the station there at Mile End. 
 
Watches the screen. 
 
Mark: It is not moving with her?  Is it?
 
R: It is it. It is update every minute. So not exactly. 
 
Mark: Oh yeah. It moved. 
 
R: Now it checks to see where was she and where is now. 
 
Mark: Who is doing that? Is she doing that? 
 
R: It is the application. 
 
Mark: do you want to put in on their (table) 
 
R: we can put it there. 
 
It is updating the marker where she is located. 
Here is your address at the end. 
It is also checking how far away. 
 
Mark: We can see her come up the road. 
 
R: We could see if we can see. 
 
Mark: She came up from Whitechapel From Agate. 
 
R: When we walked to the restaurant the other night. 
She ran up from Aldgate. 
 
Mark: is amazing how you can get it to work. 
Where is now?
At Mile End park. 
She is at Queen Marys. 
 
R: She is running by my university. 
 
Mark: There are several buildings. 
I think a part of it the old people’s palace. 
 
R: They just refurnished. 
 
Mark: you there? 
 
R: the building I am in is next to it. 
 
Mark: It is very old building. 
It is over a 100 years old. 
It is usual name. The People palace. 
 
Mark: She is at globe road by Stepney Green station. 
 
R: you can pinch to make it larger. 
 
Mark: that is Ok. 
I don’t know miles it is. 
 
R: We can ask her when she get here. 
Her phone will track the distance. 
 
Mark: I think it should be about three miles. 
 
She is not going very fast. 
I don’t know if she had meal before she ran. 
I doubt it. 
I wonder if she is running with the dog. 
 
R: Do you think the dog could keep up.
 
Mark: I doubt it. 
Stepney Green. That is very old station. 
I used it as a kid. 






ark: that is O




local points of interest
M
ar…
connect to personal experience
M
ark: She…




interested how it works
W
atches the screen.    M
ark: It…
I used it as a kid. 
 
R: now she is at pass Stepney.
 
Mark: 13 minutes. 
Maybe she will speed up when she gets closer. 
 
R: We can see how close the app is to her actual arrival time. 
 
Mark: She does this every week. When she runs here. And Runs home
 
R: Did you know how far she ran to get here. 
 
Mark: No. I didn’t think about it. 
Sometimes she goes to work on her bike in the summer. 
Sometimes she comes on the bike here. 
 
R: She can use this on the bike as well. 
She will be moving faster. 
 
Mark: She is doing it on the sidewalk can it. 
 
R: It can work. 
 
Mark: 11 minutes. 
Is that you? 
 
R: That is a good question. That is the card checking in with the network. 
 
Mark: That is amazing. 




Mark: come on speed up.
8 minutes. You can do it in 4 minutes. 
We can’t talk to her.
 
R: That is something.
 
Mark: Tell her to speed up. 
 
R: To send messages of encouragement. 
 
Mark: It reminds me of people who swim the channel. 
There is a woman there who has swum channel twice. 
There was a boat. When got tired the boat tell them they could do it. 
 
R: Yeah send encouragement. 
 
Mark: If you are English Channel it is a bit awkward. 
It if you are in the boat it is all right. 
 
Mark: Yeah. She is coming up to the Muslim Centre. The Mosque. 
Don’t go in there. 
Come on. Quicker. 
Looking at the screen. 
She was crossing. 
What is that street. 
 
R: Old Montague. 
 
Mark: So, she is going on down there? 
Oh, I think she is going through the market. 
Commercial Street. 
Wentworth street. 
She is coming down. 
That is her route. 
Oh yeah. 
Commercial street. 
Where Toynbee is. 
Toynbee Hall.
 
She is at the city hotel. 
Osborne street. 
Yeah. I can see that. 
Yeah, she is going to turn left. 
She will come through.
 
We won’t see her. 
 
R: See she changed. 
Now she is going to come straight up commercial street. 
 
Mark: Zangy. What is that? 
 
R: Where does is say that. 







ark: Yeah. She i…















R: Where does is say that. 
 
Mark: Points to the map. 
 
R: That is a restaurant. That is what the fork and knife mean. 
 
Mark: It does restaurants as well. This is amazing. 
 
Two minutes. Is she on Middlesex. She must be. Unless she got lost. 
 
R: Ah she has arrived. 
 
Mark: We should look out the window. 
The door rings. 
 




Mark: Do you need a drink after that?
Sue: no. I am fine. 
I am sorry I was so late. 
Bet you thought it wasn’t working. 
Did you see the message I sent?
 
R: No. We were chatting then the screen flipped. 
 
Mark: It was amazing to watch you. 
 
Sue: I will have to test you and take different routes. 
 
Mark: You crossed commercial? 
 
Sue: I can do it on mine. 
 
Mark: You crossed commercial? 
Did you run down the Osborne street?  Where we had the restaurant.
 
Sue: Yeah. But I didn’t go Middlesex. 
 
 
Mark: You take my route down Osborne Street. You come up the back
way. Most people don't know that street goes through to my building
 
Sue: I discovered shortly after I starting visiting. It is helpful
if I am running late
 
 
Sue: Using her phone with route tracked. 
I like going up here because there is a bit of a hill. 
You know the library just back there. 
Goodgym is doing something back there. 
 
There are a bunch of people on stationary bike. 
 
R: Did it take long for the GPS to fix. 
 
Sue: No. But this time I remembered to turn off Wi-Fi. 
One of things. 
I need to send coach. 
When you hit coach run. It is hard to go back and turn off Wi-Fi. 
At that point, you say turn off Wi-Fi and have a good run.
The turn off Wi-Fi is too late. 
 
Mark: We watched you run. 
 
Sue: Did you see where I stopped 
I didn’t get many lights. 
 
Mark: you didn’t go very fast. Did you have a stitch?
 
Sue: yeah and it moved all the way down. I was fighting it. 
 
Mark did you walk
I didn’t walk any of it. But at one of the lights I had to stop and try to breathe it out. 
 
Sue:\I was really surprised at the pressure I felt running tonight.
I knew that I my time was being monitor. It made me run faster tonight
then I normally do for a visit".
Mark: I was watching you on the screen. I kept saying run faster.
You can do it faster".
 
Sue: Ha. I must have been picking up your encouragement".
 
R: I want to talk to her. 
 
Sue: Laughs. 
tracking increase pressure to …
Sue:\I w





atched you run.    Sue:…
shared route experiences
M
ark: You take m
y ro…











Mark did you have it on all the time. 
 
Sue: I held in my hand but I didn’t look at it. 
 
Mark how long? 
 
Sue: it was 2.8 miles. 
 
Mark: I was guessing 3miles. 
 
Sue: it will depend on my what my goals are. If I want to get up. 
 
Sue: Now that I know the expectation are layered on me. 
Oh, I see. 
 
R: It updates each minute as you run. 
His map updates and guesses what route I might take. 
 
Sue: That is cool. That is really good for him to see where I am going. 
Sometimes I might take side streets. 
 
Mark: We wanted to see you coming. 
 
Sue: I will see if I can see make is jump
Go from 7 minutes to 5 minutes. If I get my speed. 
 
Mark: you watched it did you?
 
Sue: I checked it twice to make sure it was progressing. 
Last time. It started then it stopped. 
 
Mark: It’s great. 
 
Sue: We are babysitting dogs. We have three dogs. 
 
Mark: Geez. What happens during the day. 
 
Shows her phone. Here is all three of them sleeping on me. 
 
Sue: during the day, all they do is sleep. 
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Participant/Observation Field Notes  cm-ob-proto-02









(taken immediately after the session.) 
Mark wanted to send messages. 
And learn how to take and send pictures to Sue. 
Expanded Notes: date:. 24.9.13      time: 11am
(detailed notes completed within 48 hours of end of observation.)
R: Click on GoodGym
Let’s look at messages. 
Click send messages. 
Mark: clicks on send messages. 
Messages come up. 
R: Now we have the image button. If you press on that. 
Mark presses. 
R: now if you press on camera. 
Give it another press. 
Sometimes it takes press. 
Mark: You have the right touch. 
I need my what this thing? 
R: I will get it. 
Do you like black or blue? 
Mark, it doesn’t matter. 
R: Now press on camera. 
Now hold it up. 
Press the grey button.
Mark presses the gray button. 
R: See where it says save
Mark: yep. 
Presses save. 
Now comes back to GG screen. 
Now it is going to send a message to Sue. 
Mark: We just took a picture of the apartment. 
And that will go to Sue. 
Mark: I got a photograph. I want to send that to Sue. 
No. that Sue. My cousin. 
R: We will do another practice image\
Mark: I press camera and press the big gray button on the right. 
R: press save in the upper left corner. 
Try one more time. 
Yep, not doing it for me. 
There it is it just slow. 
Mark: what is this? 
R: that is the picture you sent Sue.
GG Discovers new feature




es back to G
G
 scr…





 Letʼs look at m
essages.  C
lick send m
essages.    M
ark: clicks on send m
essages.…
R: that is the picture you sent Sue. 
If you press anywhere on the image it will bring it up big. 
 
Mark: presses and looks at the image. 
 
R: So, if you click. 
 
Mark clicks on Goodgym and messages. 
 
R: You can also click gallery. 
You can send images of your garden. 
 
Mark: Yeah. I took some pictures around. 
That is my nephew’s garden. 
I want send one of those pictures. 
Can I do that? 
 
R: So, click on one of the pictures. 
So that is to your runner Sue. 
 
Mark: I want to send a picture of my garden. 
 
R: If want to do that we will need to go take a picture of your garden. 
 
Mark: you mean you can’t take it from there? 
 
R: You mean from the pictures that you have? 
Mark: There are no flowers on it now. 
 
R: We can take a picture of picture. 
 
Mark: gets out his photos of his garden. 
 
R: We will put the picture on the table. 
 
Now take the iPad and put it over the picture. 
 
Mark: works on framing the picture. 
I want to show the picture not me. 
 
What do I do? 
 
R: Press the grey button. 
 
Mark press the grey button. 
 
R: Give it another press. 
 
Mark: presses it again and take the photo. 
 
R: Now you can go to the gallery. 
 
Mark: there. 
Can you hold the tablet? 
 
R: I got it. 
 
Mark where do I press? 
 
R: you have the little images at the bottom. Or you can swipe right and look at the images. 
 
Mark; begins to swipe to look at the different images. 
 
Mark: what is that? 
 
R: That is the reflection of the overhead light. 
 
Mark: yeah let’s do it again without the overhead light. 
 
R: Turns off the light. 
 
Mark: go to camera. And take the picture. 
 
Mark: yeah that is better. 
Looking at the image.  
 
R: If press square in the corner and see the next one. 
 
Mark: that is nice. And swipe with stylus. 
 
That is the best one. 
 




R: So, go to GG app
GG explores new feature
M
ark: go to cam
era. A
nd take the picture.…
GG explores new feature
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GG explores new feature
practices new feature





 Letʼs look at m
essages.  C
lick send m
essages.    M
ark: clicks on send m
essages.…
R: So, go to GG app
 
Mark: how do I do that? 
 
R: click on the home icon. Looks like a house. 
 
Mark: Oh right. 
 
R: now click on the Goodgym app. With two GGs. 
 
Mark Click on the app. 
 
The Goodgym app opens up. 
 
R: Now send messages
 
Mark clicks on send messages. 
 
Mark: Now choose image.
 
R: yes. 
But this time choose gallery from your options. 
 
Mark: Clicks on gallery. 
 
R: now we are going to camera. That is all the photos you take with the tablet are kept. 
 
Mark. Clicks on gallery. 
 
R: click the one you want to send. 
 
Mark: I am not sure. I think it was that one. 
Selects one of the images.
 




The screen returns to the Goodgym message page. 
 
R: look you have now sent the image to Sue. 
 
Mark: Ah. That is great. And she will get it now? 
 
R: Yes, it is sent now. It will depend on when she looks at it. 
 
Mark: that is so great. 
 
 
Mark Can I use this  to send messages to me
nephew? I know he has one of those touch phones".
 
R: You can't through the GoodGym app. This app only connects
you to Sue. 
You can send messages to your nephew if you are
willing to try the texting app that comes on your digital tablet".
 
Mark: Yes, I want to try sending a message to my nephew. 
Can we try it now? 
 
R: yes. We need to click the house icon to go the tablet main page. 
 
Mark Clicks the button. 
 
R: I will add the text app to the screen. 
 
Then you can send a text to your nephew. 
 




R: press it. 
 
The app opens up. 
 




R: do you have it for his mobile one. 
 
Mark: Let me check that I have the right one. 
 
Mark goes and gets an address book. 
Ok.  Here the one for his mobile phone. 
 
explore new app
R: Yes, it is sent now
. It w
ill depend on w
hen sh…
 









R: now put in your nephew’s name. 
 
Mark: types out his nephew’s name 
 




Now go down to where it says number. 
And press. 
 
Mark  press. 
 
A phone keypad popup. 
 
Mark: Oh. I don’t want to call. 
 




R  I will read the number and you type it in. 
 
Mark types in the number. 
 
Now you click the back butting and it will save. 
 
Now click on your nephew’s name. 
 




Type a message to him. 
 






R: you could say here is my first text. 
 
Mark Put: Hi, nephew. Here is a text. 
 




Mark: so, he got it. 
 
R: it has been sent. It is like Sue. It depends on when he looks at it. 
 
Marks phone rings: 
It is the nephew checking to see if the text really came from him
 




















 you have w
 w
hite box sim
ilar to the G
G
 app.    M
ark yeah.…
Participant/Observation Field Notes cm-ob-proto-08









(taken immediately after the session.) 
Mark wants to show the hotel he found that he will be staying in for his holiday break. 
He also met a man who makes suit and fixes cars. He found those websites too. 
Mark: talks about his landline being down and texting his nephew. 
He tracks Sue as she cycles from work. 
Sue see the hotel and asks about his trip. 
They end up talking about showers vs baths. 
Expanded Notes: date:. 19.11.13      time: 9am
(detailed notes completed within 48 hours of end of observation.)
R: So, click the world icon for the internet: 
Mark: Clicks.
R: Here you go. Hands over the stylus. 
Mark: What is this? 
R: This is an amazon page? 
There is Walthstone. 
Is this what you were talking about. 
Mark: Yeah. This is where we are going to stay. 
R: It is a holiday inn.
Mark: Kids eat free. 
R: You are a kid at heart. 
Mark: Laughs. 
R: if you want to save it. You can bookmark it. 
It is like a real bookmark. Where you want to save a place. 
R: Now if you click on the star. 
Mark: Add? 
R: Add bookmark. 
We have folder name home. 
That is where it will be saved. 
Press it. 
Mark: presses it. 
R: It went dark. 
If you press the return arrow. 
Mark: presses. 
R: If you want to pull it up again. 
Do you see this gray triangle? 
Mark: What this? 
R: Yeah. 
Then just click somewhere in the white. 
The gray is the book mark. 
If you click on it in and it will bring it back up. 
Mark; yeah. 





R: the materials tab. 
 
Mark: This is the guy who also using an iPad. 
This is his website. 
 
R: If you press on the words it will be bring up more information. 
So, he sales cloth. 
 
Mark: He sews the cloth and he makes up the suits. 
 
 




Mark: How to get of that image. 
 
R: click the big X that will get rid of it. 
 
Mark looks around on the site.
Reads about the materials. 
Gets used to moving the image around the screen. 
Where do I go next? 
 
R: do you want to save it? 
 
Mark: I presume. 
 
R: Click where the bars are. 
 
Mark: multi taps the screen. 
 
R: give it one good press.
 
It takes a couple of more attempts. 
Bookmark menu comes up. 
 
Click add bookmark. 




R: that is the title will have. 
 
Mark: that is fine. 
 
R: click save. 
 
Click on the solid rectangle. 
 
These are your bookmarks. 
 
Here is the one that you just save. 
 
Mark: where is the one with the cars? 
 
R: the one with hotel? 
 
Mark: points to Tuktuk. 
And press on it. 
 
R: This is the shop that he does cars. 
 
Mark: He doesn’t have a shop. He does it from home. 
Now what do I do. 
 
R: If you want to see more the site you can scroll up. 
 
Mark: Is it time for sue. 
 
R: Let’s see. 
 
Mark: pulls up the GG homepage. 
 
Mark: Where is she? 
 
R: I think she is just getting started. 
 




R: I think that will change once she gets going? 
 
 




R: Puts the stylus by Mark, 
Mark moves it over to the other table. 
 
Mark: she hasn’t move yet has she? 
 
R: No, I don’t think she has moved yet. 
It might take her a little while to get going? 
 
Oh, there we go. It refreshed. 
 
Ah now we are moving. 
 
Mark stares at the screen. 
 




R: Ah Farringdon and fleet street. 
 
See it  just jump from 56 to 31 minutes. 
 
Mark: It will be less than. Surely on a bike 
 
R: So that. That explains why she goes home to run. 





Mark stares at the screen without much commentary. 
 




Mark stares at the screen without commentary. 
 
There she goes. 
 
R: demonstrates that if you pinch it will make the map bigger. 
Mark: does not respond to the suggestion. 
 
R: Is this the only second time? 
 
Mark: we have done this twice before. 
The other two times she was running. 
 






Mark Yawns and scratches his chin. And shifts slightly on the couch. 
 
Mark: Oh. My landline was broken. 
 
R: you didn’t have a phone. 
 
Mark; No my phone didn’t work and it took a couple of days to get it fixed. 
 
R: How did you let them know. 
 
Mark: I used a neighbours phone. 
What I wanted to tell you is I did text my nephew. 
 
R: you did? 
 
Mark: Yeah. He text me. Asking about my phone. 
 
R: how did you find the text. 
 
I was on the tablet and I saw the number on one of the apps. 
 
I pressed it. 
 
Then I saw his message. 
 
R: Wow. That is great. 
 






as broken.    R: you didnʼt have a phone.    M
ark; N
o m
y phone didnʼt w
ork a…
Mark: I replied back. That it was my first text without your help. 
 
R: You are just rocking along. 
 
Mark: it was good to have it as an alternative. 
 
R: Did you know you can make phone calls on your app. 
 
Mark: I did open up the phone and look at it. I was not sure how
the speaking and listening worked. It was just easier to type. I know how
to do that. (Nephew) responded quickly
 
R: That is really exciting news. 
 
Mark: yeah. It was good to have a backup to the phone. I haven’t had it break in a long time. 
 
Mark: looks up at the window. And then back down at the tablet. 
Mark: drops his hands to his lap. 
 
Mark shift and put his hands up to his face. 
He keeps staring at the screen without commentary. 
 
He looks up at the wall and then over to me. 
 
He smiles and I laugh. 
 
Mark: you are recording. 
 
R: I got you captured in a tiny screen. You are all mine. 
Mark: Similes. 
 
R; what do you think about the tracking? 
Do you like it or not like it? 
 
Mark: What this? Yeah. Very clever. Amazing. 
4 minutes. 
 
R: Did you know that worked by Farringdon and by that area. 
 
Mark: I didn’t know that, actually. 
I thought she worked on old street. I thought she did. 
Maybe that was her last job. 
 
Mark stares at the screen. 
 
R: I think she is nearly here? 
 
Mark: She came straight in. 
 
R: Lets; see if we can see her out the window. 
 
Mark: gets up and looks out the window. 
 
There she is. 
 
R: call down to her. 
 
Mark: did you see her? 
R: I saw her bike lights as she went by. 
 
Mark goes to the door to greet Sue. 
He opens the door and waits for her. 
He realizes that there are no lights in the common area. 
 
R: Is that like a power outage. 
 
Mark: I don’t know what is going on. 
 
Mark closes the door. It is a bit chilly. 
 
Ok. She is in. 
Mark answers the ringer and lets her. 
 
Mark: there is supposed to be light just over here. 
I know what has happened. 
 
Sue shows up at the door in her bike gear. 
 
Mark: Hello, hello. 
 
Sue: Sorry to keep you waiting for so long. 
Did you try to ring me? 
 
R: Call you? No. 
 
Sue: I was in the middle of writing a text and my phone rang and it say 00. 
So, I ignored it. And then I forgot to hit send. 








as broken.    R: you didnʼt have a phone.    M
ark; N
o m
y phone didnʼt w
ork a…
So, I ignored it. And then I forgot to hit send. 




Mark saw you come up the street and waved at you. 
 
Sue: Ah good, good. 
 
Sue and Mark on the couch. 
Sue is going through the tablet.
 
Sue: Oh, is this the hotel is it? 
 
Mark: you got it? 
 
Sue: So, who are you going with? 
 
Mark: with a group. 
 
Sue: so, do you know the area? 
 
Mark: no, I booked it from a brochure. 
 




Sue: When do you leave. 
 
Mark: on the 23rd. 
 
Sue: so that hotel only takes guide dogs. 
So, we can’t crash your party. .




Sue: it is a DIY shop. 
They fixed our shower and the door handle. 
The shower is amazing now. 
 
Mark: the shower was broken. 
 
Sue: the shower was losing half the water. 
 
Mark: do you have a bath. 
 
Sue: We have two baths but don’t use them. 
 
Mark. You don’t like them. 
 
Sue: I don’t like how they get cold so quickly. 
I find them boring. 
And you are sitting in your own dirt. 
 
Mark: you are not dirty really. 
 
Sue: they are a waste of space. 
 
Mark: I like a bath. 
Sue: Don’t you get cold. 
 
Mark: I use hot water. 
 
Sue: doesn’t it cold. 
 
Mark: not mine. I put hot water if it does. 
 
Sue: do you use bubbles. 
Mark: yes. 
 

















hen do you leave.    M
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Coach Sara and Runner Pollie (researcher) observations
• cs-ob-proto-03
• cs-ob-proto-06
Participant/Observation Field Notes  cs-ob-proto-03









(taken immediately after the session.) 
Sara has a doll that she found that porcelain. She wondered if it had any value. She wanted to look online to find 
out more about it. She was considering if she should put in the church jumble sale or not. 
Expanded Notes: date:.      time: 
(detailed notes completed within 48 hours of end of observation.)
Sara: I hear about Google. You can find about things on Google.
R:  Yes, you can. Google is its own app. It means you will
need to leave GoodGym App to use.
Sara: Can we try it now"? 
I have this doll and I want to know if it has any value. 
Or if I should give it to the jumble sale. 
R: We are going to the internet. So let’s click on the world icon. 
Sara: using her stylus clicks on the world icon. 
R: And then leave this one for amazon. Do you see this plus sign. You know how we put file folders in file box. 
Sara: yes. 
R: these are called tabs. See their shape they are supposed to be reminiscence of a file folder tab. 
Sara: Oh right. 
R: Now we have google open. Amazon, easy fund raiser and google. 
This is like if we had a file folder with a folder for amazon, easy fundraiser  and google
Sara: Right. Right. 
R: If we leave them. Then they wil be there when you open it up again. So lets go to Google and click in the text 
box.
Sara: with stylus in hand presses on the text box and keyboard comes up. 
R: opening up the dolls dress. Lets see if we can find her name on her back.
Sara: should type in capitals or smalls? 
R: The nice thing about search is that it doesn’t matter. It is not case sensitive
Sara: Oh Ok. 
Runner: then runner reads out the name of the doll Albton. 
Then add doll. Then press search. 
Sara: Types in the press search. 
The runner scrolls through the results. The nice thing with google you can just look for images. 
Sara: presses images. Oh that one the hair looks similar. 
R: Are you interested in finding the exact same doll? 
Sara: No. Just something similar.  That one looks a bit similar. That one. 
R: So you can click on it and look at in on Ebay.
Sara: How do I do that? 
R: you just click on the image. Here. Oh sorry. Let me go back and let you do that. 
 
play on tablet
Sara: I hear about G
oogle. You can…
 
Sara: clicks on the image. 
 
The doll comes up on an Ebay page.
 
Sara: Bisque Head doll. Do you think? Sara points to an option
 
R: that is a good idea. 
 
Sara: Do I have to press that? 
 
R: Yes. The nice thing about the web is anything in blue you can click on. And if you do this pinch it will make 
things bigger so they are easier to press. 
 
Sara: Oh Right. So I just press that. 
 
The page update. 
 
Sara: oh that is not it is it? 
 
R: no. But that one is £450. 
 
Sara: Oh. Umm… laughs
 
R: this is the price and this what they charge for shipping. 
 
Go back and see the other one. 
 
Sara: that one is £40. 
 
R: See all dolls. Push that and you will see all they have to sell. 
 
Sara: Press and the page comes up with dolls. 




R: yes, you have good instincts. Just push on the screen to make it scroll through the image. 
R: If we press the back buttong and again to get back to google results. 
Let’s scroll through. 
 
Sara: She looks more like than any of them.
 
R: press on the image.
 
Sara: presses on the image and brings it up. 
She has got a long dress and that one has a short dress.
 
R: There is a link somewhere. This is the website that this picture is from. Click on that to see the details. 
 
Sara: presses on the image and the website comes. 
I am always concern that I have done something wrong. 
With her pointer finger she scrolls up the page. 
Then she accidently presses on the link and page updates. 
 
Sara: pulls her hand back. 
Oh look I have done it. I have done it. 
 
R: No it is not you. It is that it is too sensitive. You can go in the grey area so you are not on top clicking stuff. 
 
Sara: Blue eyes, open mouth, five piece jointed body. Reading from the description on the webpage. 
Is that what she is?
 
R: She has blue eyes but not an open mouth. 
 
S: brown eyes, no… keeps scrolling through the options. 
 
S: This one is close but she has pink shoes. She hasn’t got pink shoes. 
 
R: push up to see what the next one. 
 
Sara: that is a different type of doll. 
 
R: I think that is one that we were looking at. So click the white with underline. 
 
Sara: that is on the one that is most like. But she hasn’t got a bow at the front.
 
Sara: reads through the description. 
I don’t think we are going to find this one. 
 
R: It may take a little time to find her. 
 
Sara: scrolls back up. And stops at a description. 
 
R: just click on the blue link and see more. 
 
Sara: Oh gosh no.
Sara: Oh gosh no.
 
R: just click the back button and go back. 
 
Sara clicks the back button. 
 
R: Click the back button again to get back to Google images\
 
Sara clicks the back button again and on the google image page. 
Sara scrolls through. 
 
Sara: stops and points. That is her there. 
 
R: it looks close. Click on the image yeah.
 
Sara clicks on the image. And it larger. 
 
Sara: That is her. It is almost like her. There is more lace on her dress and that is slightly different. 
 
R: this is from the same website we were just on and they don’t list the price. Unless we create an account which 
we don’t want to do. 
 
Sara: no accounts. 
 
R: Let’s press up. That looks really close. Let’s press on that one. 
 
Sara: presses on the image. 
The screen sits dark. 
 
R: Lets press the reload and press the circle icon. It will reload the page. Sometimes the network may not be 
working. 
 
The screen remains black. 
 
R: press back to the image page. 
 
Sara: goes back to image
 
R: Let’s try again and press the image again. 
 
Sara: press that again. 
 
R: yes, the image press it again. 
 
Sara: presses again. 
 
The page still is black. 
 
R: Maybe their site is down. Press the back button. 
 
Sara presses back to the google image page. 
Sara scrolls.
The screen suddenly goes black
 
Both R and sara: Uh!
 
R: just press the back button
 
Sara presses the back button. 
 
R: That image looks pretty close. 
 
Sara: Shall I press that
 
 
R: yeah. Let press that. 
 
The screen goes black again. 
They wait. 
 




The screen is still black. 
 
R: Press the reload button. 
 




Sara: press and it goes back. 
 
Sara scrolls through. 
That looks similar but has pink.
 
 
R: That one is on ebay. Click that one. 
 
Sara clicks and get a list of images of dolls. 
 
R: I would have expected to go to the page with just the doll. 
 
Sara: oh here she is. 
 
R: $89 but that is dollars. So in pounds it would be around 40. 
 
Sara: So it is not worth putting her into a jumble sale. 
 
R: No. No definitely wouldn’t want to put here in a jumble sale. 
 
Sara: That is most like it isn’t it. 
 
R: yeah. She is similar. Rachel (name of the doll).
 
Something we can do open an new tab. And ask google how we find out the name? 
 
R: How do we… uhm..
 
Sara: Can you name this doll for us. 
 
R: Well the way Google works. Is the first terms you put in are what it gives the highest priority too. So normally if I 
was talking to you. I would say. How do I find the name of Alberon doll? Well google would look and go get all the 
“how to” first.
 
So let’s Alberon in first and then dolls. First, we want to find the dolls. Then a space and names. 
 
Sara types in the search terms. 
 
Sara: I am getting better at this aren’t I. 
 
R: You are amazing. You are. 
Sara laughs. 
 
Sara: presses the search button. 
 
Scroll through results. 
 
R: Ah. How to identify porcelain dolls. 
 
Sara: So What do I press? 
 
R: you press the blue text. 
It may not tell us. Just press again. When you see that orange you know it is connected. 
 
Sara: presses and wait for the results. 
 
Sara: look for numbers and other markings. Reading off the website. 
 
The page come up black. 
 
Sara: Let’s leave this for another time. I know that is worth more than putting in a jumble sale. 
I can look up the details again. 
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(taken immediately after the session.) 
 Sara had trouble logging into the GG app. Researcher look into. It could be an issue with the app or with network. 
Sara showed how she found the calculator on her own on the tablet. 
Sara practice taking a picture of her cat. 
We schedule a new visit. 
Took the four question survey. 
Expanded Notes: date: 14.11.13.      time: 10:00am
(detailed notes completed within 48 hours of end of observation.)
Sara presses the on button on the tablet. 
You don’t have cupboard do you. You have closets. 
R: I have my nephew who talks about having two shelves in his stomach. 
One for dinner and one for his dessert. 
He could fill up the dinner one but still have room in the dessert. 
Sara: Oh. I like it. I like it. 
R: I was telling this to a friend of mine who is Scottish. And he agreed that growing up he had a concept of dinner 
cupboard and dessert cupboard in his stomach. 
Sara: presses on the login to the GoodGym app. 
The home screen briefly appears and then it goes dark. 
Sara: This is what keeps happening. 
R: So, if you press the home button. 
Sara: Yes, I kept doing that this morning.
Sara follows along pressing. 
Have you heard about the Plymouth brethren?
R: No. What is that? 
Sara: Oh yes. They break up families. 
R: Oh how. Are they…
Sara: Well if you are not a Plymouth brethren. You are not in the family. 
I think they are a cult. 
See that is what happened. 
The GoodGym screen appears and then goes dark. 
R: So much for my mobile upgrade. 
Goes through the system to figure out what is going on. 
So, they are called Plymouth brethren. 
Sara: Plymouth brethren. 
R: Do you know what they believe?
Sara: No idea. I won’t care to try. 
R: Oh. This is really stuck. 
Keeps working through the Goodgym app. 
Sara: When I kept doing it. 
It eventually came up. 
After about six attempts. 
I know that it is not me.
R: Oh ok. Did you try to do anything else.? Go on the internet? 
Sara: No, I haven’t. It kept sort of stopping.
Sara: No, I haven’t. It kept sort of stopping. 
I didn’t know what to do. 
So, I decided I would leave it. 
 
R: It was slow even when you went online. 
 
Sara: yeah. Yeah. Yeah. 
 
R: I will take a look. I will send a report into giffgaff. 
 
Sara: I wondered if it needed charging. But I have charged it. 
 
R: Charging shouldn’t affect the performance. 
 
Sara: It does tell you when the battery is low. 
 
R: Yes. So, I am just checking. 
So, if you see things… 
I will go back. 
 
So, if giffgaff that is the company that is supplying the internet connection. 
 
Sara: Right, right, right. 
 
If you try it again. If you try it so many times it will work. 
 
R: See these arrows. One of them is orange. 
That is means the network not working. 
 
Sara: see now it is up. 
 
R: It could be the network not working. 
Or it could be the app itself. 
 
Looks at the messages. 
I love that. 
 
Sara: I know. Run as slowly as you like. 
I like making you laugh. 
 
R: Yeah. I enjoyed that. 
 
Sara: Should laugh more. There is not enough laugher in this life. 
 
R: I agree. 
Would you like to take an image? 
 
Sara: Yes, but first I want to type something for you. 
Proceeds to type on the message of the GG app
 
R: Begins to laugh. I like that. You very good. 
 
Sara: do you like that? 
 
R: I like that. 
I have to get permission to quote in my thesis. 
 
Sara: all the lolly in the world is not worth the jolly of my Pollie. 
 
R: Ah. That makes me happy. 
That is so sweet. 
 
Sara: do you know the word lolly? 
 
R: In relation to lollipop. 
 
Sara: it is money. 
 
R: Ah that is good to know. 
Would you like to send a picture? 
 
Sara: Ah Ok. 
 
R: So, click camera. 
 
Sara: presses. Here are my feet. 
 
R: if you hold it up.
 
Sara: You will have to press all these English words down. To show your mom when you go home. 
 
Oh, what is that.
 
R: Oh, it is letting you know it is a little low but it is still in the green. 
Now frame it. 
Press the grey button until you heard a click. 
 
 
Sara: Frames her cat in the image. 
With her had on the grey button. 
 
Sara: I press that one. Grey button.
 
R: yep you got it. 
R: Give it a hard push. You should hear a click.  
 
 
Sara: I am not very good. I am not very steady. 
Click on camera
Oh, there we are. I love you. 
 
R: click save. And will take you to the gallery. 
 
Sara: Oh lovely. Wow. It is sent you. 
That is a nice one. If I must admit it. 
 
R: Yes, it has got the union Jack,
 
Sara: Actually, it is the union flag. It is only called the union jack if it is on a ship. 
 
R: Oh really. I didn’t know. 
 
Sara: Nobody really knows that. But that is where it started. 
I am full of useless information. 
 
R: This is where I if we ever get to skyping.
You will need to share information with my friend Jessica. 
Y’all will have such a good. She loves trivia as well. 
If you click the x. you close the image. 
 
Sara: Oh. I can do all sorts. 
I found the calculator again. 
 
R: We can put it on the homepage. 
Was it here. 
Pointing the Apps page. 
 
Sara: no, it wasn’t actually. 
 
R: do you remember how you got to it. 
 
Sara: I got to it by pressing something at the bottom and it showed up. 
I was sending a message to you. And it popped up. 
 
R: Oh. Ok. 
 
Sara: Let me get my thing (stylus). 
 
R: So, you got to it through the GG app. 
 
 
Sara: Did I press that. I can’t remember did now. 
I was so pleased with myself. I can’t remember what I did. 
Goes to the messages screen of the GG app. 
 
I pressed on that. 
The bar at the bottom of the screen. 
 
R: Oh. That is available from the tablet. You should be able to access it anywhere. 




R: Oh Ok. 
 
Sara: Oh, it might be. Hang on it might be.  
I would be my son, if it is. 
He is the only one who has got the number. 
Goes and gets mobile phones. 
 
Begins to try to use the phone. 
I find these (buttons) a little bit small. 
 
Put phone up to her ear to call. 
 
Sara: I don’t even know my own number (cell). 
It you can believe it. 
 
R: you are not alone
 
Sara: Wasn’t that the right way to find the calculator. 
 
R: I love how you play with it and found it out. 
 
 
Sara: I am not afraid to press buttons now. 
That is the thing.
 
Sara: I told my son that I am developing a bad case of `Googleitis'.
I will settle down in bed with it [digital tablet]. And the next thing
I know it is nearly midnight
 
R: That is huge. 
 
Sara: Sometimes I end up on a page. 
I don't know how I got there. I
 was not sure how to get back to the Google home. 
So I just will turn the tablet o and then back on to start over
 
Sara: I am getting better. 
I think to myself. 
I can’t break it.
I can’t break it. 




R: yep. You can’t switch it off. 
 




Sara: Oh hello. Speaking to the cat. 
 
R: Go back to the home page. 
If you press here at the bottom. 
 
Sara: yeah. Yeah. 
 
R: you should see the calculator,
Yeah look at that. That is amazing. 
 
Sara: yeah, yeah. 
Clicks to close the options of the calculator again. 
 
R: If you go to the GG app. 
 
It opens to the GG messages. 
 
Sara: Click here to go back. 
 
R: yes. This will take back to homepage. 
Since we were not able to track the run. 
We can cancel the visit. 
Since we are having the visit. 
 
Sara presses the cancel button.
 
R: Now we can schedule our next visit. 
Now press and bring up the calendar. 
So, next week. 
 
Sara: What be best for you? The only day I can’t do is Monday. 
 
R: How is Wednesday.
 
We can put in the day and time. 
 
So, we are saying next wed. the 20th at 5pm. 
 
If something comes up you can cancel it just like I did now. 
Sara: umm. You can see that I am much for confident. 
 
R: I can tell. I might get you on email before the holidays. 
 
Sara: How long will you be away. 
 
R: Until Jan 8th. 
See that it is updated on mine (phone).
 
Sara: oh, there it is on mine. 
 
R: If you need to change it. 
You can put cancel. 













 not afraid t…
 
Sara: Oh fine.  lovely. Thank you. 
 
R: what is my assignment again? 
 
Sara: Oh, send me some cocky slang. But not the rude stuff.
Laughs. 
 




R; Ah the phone. 
 
Sara: Apple and pears.
 
R: I know that is the up the stairs. 
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D Appendix D: Examples of GoodGym proto-
type closing interviews
Coach Ben and Runner Barbara prototype interview part 2
• cb-int-proto-02
Good Gym Coach/Runner Participants:  cb-int-proto-02
Prototype Ending Interview Questions: GoodGym App (visit A)
This interview will be audio recorded only. 
If the participant is uncomfortable with audio recording, only notes will be taken.
Participants may decline to answer any question and may end the interview at any time.
Coach Interviewee ID: Ben
(For anonymizing)
Date: 2.4.14
Please give the following basic information.




Runner Interviewee ID: Barbara
(For anonymizing)
Date:




Occupation: Master Student art and psychology. 
-------------------------------------------------------------------------------------------
Timeframe: September 2013 – November 2013 – supported usage
From September to November how often did you use the GoodGym App?
(weekly? Daily? Only during visits?)
Ben: Once in a while. Barbara took photos a Christmas time. I sent the photos to her over the message 
app. I mainly use Gmail now to communicate. I did enjoy seeing you [Barbara] on the map when you ran 
here for visits. 
Barbara: It took time to get used to the tracking. I did get tired of carrying the phone in my hand. It would 
be good if the app was more stable. 
Has your usage of the GoodGym App changed since September? 
(how has it changed?) Most often? Less often? 
No. Not really. Barbara is too consistent in her routine. She will tell me when she is coming. She will call 
me.  I have gotten more comfortable with using it [tablet]. I have been worried that I would break it. I also 
like using the pen. I do wish I could feel the buttons. Even with the pen it is hard to figure how and where 
to press. 
Barbara: The tracking did get me to run faster. I was more aware when I was being tracked. I still not sure 
if I like that as a consistent thing. 
Usually I enjoy having Coach Ben know my pace and where I am running. Some days I am not feeling it. 
I debated if I should say I am not coming today. Often once I get going the boost makes me a bit more up 
when I arrive at Ben's
Why do you think your usage change (why didn’t it change?)
Ben: I use the tablet a lot more. But the GoodGym app. It has limited functions. We set the next visit at the 
end of the visit. I use texting now instead of the messaging. We use the tracking when Barbara is up for it. 
What did you like about using the GoodGym App?
Ben: I liked knowing when she was going to arrive. I also liked to see where she runs. The first time I was 
surprised that you [Barbara] took a long way to get here. I like the maps and looking at the areas. 
Barbara: I need to get some distance in so it is now always about the more efficient route. It also depends 
on where I start and how far away I am. I start from different points. 
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What did you not like about using the GoodGym App?
Barbara: I got tired of having to run with the phone in my hand. It also made me feel vulnerable to 
advertise that I have a smartphone. I would like to put it in my pocket and know that it would keep 
working. 
Ben: The tablet can take a long time to warm up. I have to press the power button a long time. The 
messages don’t always go through in the GoodGym app. There were times that I could not get it to log in. 
The screen is too sensitive. You touch somewhere by mistake and suddenly something changes without 
know why. 
What do you wish the GoodGym App could do? 
Ben: Get me good, hot coffee. Seriously, I would like that it was reliable. It quits unexpectedly. The 
messages were since in a timely manner. 
Barbara: I would like to see the stats of my run and tracking over time. I would like to figure out where to 
run based on traffic. 
Ben: I would like to see those too. I am supposed to be  your coach. It would be nice if I could suggest 
routes for you [Barbara]  run. I would be good if I could send messages to her while she runs. 
Barbara: I would like to run with it in my pocket. So if the messages were audio. I could listen while I run 
rather than have to read the screen. 
 (Runner) What is your opinion on using the GoodGym App to track your run? 
(what did you like or not like about it?)
Barbara: I agree that it would be that it is stable and reliable. It would be good to be able to have 
summaries of my runs that are easier to find. I would like to send memories following visits. 
I like the idea of having suggested routes. Ben know more about this area. I like sharing stories. I could go 
and travel to places that are important or that Ben has stories about. 
(Runner) Based on your experience over the last three months, what is your opinion on your coach being 
able to see your progress as you ran?
I know I can’t stop off if I am being tracked. A couple of times I stopped and talked to friends I ran into 
along the way. And then Ben ribbed me about my time increasing. It would be good if there was a pause 
button so I could have control over my tracking. I didn’t feel intimated by the tracking. I still don’t want to 
stop. The first few runs were a bit of pressure. But I began to worry about it less. 
Ben started to learn what it meant if I stopped on the map and time went up. 
(Coach) Based on your experience over the last three months, what is your opinion on seeing your 
runner’s progress to your visit? 
I like it. It was interesting to see the areas that Barbara runs. However, it is hard to see on the map. It gets 
funny when I try to zoom in on the map. It would be good if I could actually see video or pictures of 
where she is running. It would be good if more than the marker on the map. It would be nice to see an 
actual person. 
Based on your experience over the last three months, would you like to keep using the GoodGym App? 
Why or why not? 
Barbara: yes
Ben: If it gets stable then yes. I do like using the tablet. 
Timeframe: December 2013 – January 2014 – unsupported usage
Now we are going to talk about the four weeks of December 2013 and January 2014 when you used 
the GoodGym App without the researcher present. 
What was your experience of using the GoodGym App on your own during those 4 weeks? 
(use it more, less? Technical difficulty?)
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Ben: We mainly used email to communicate because that works better than the messaging in the 
GoodGym app. We kept using the tracking on some of the visits. We took pictures of our Christmas 
celebration. I like using the tablet and the internet more than the GoodGym App. 
Were there parts of the GoodGym App you were confident of using on your own? 
Ben: I was fine with using it on my own. The main issue was getting used to the network not working. I 
would get errors. I would get impatient with how slow it was to start. 
Were there parts of the GoodGym App you were not confident of using own your own? 
Ben: The messaging never worked well in the GoodGym App. That needs to be fixed. I can do it with the 
tablet’s message app. 
(Coach) Did you feel that your runner could support you in using the GoodGym App?
setting visit dates, sending messages)
Barbara was helpful. We didn’t have any issues that we had not encountered before. The messaging not 
working and the network not working. I mainly relied on you [researcher] to get the basics. It would be 
good if GoodGym provided support. I am not sure the runner should be the main tech support. 
(Runner) Did you feel that you could support your coach in using the GoodGym App? 
(setting visit dates, sending messages)
The app is good on the computer. I would not have been comfortable if I didn’t have you [researcher] to 
come in to review things that did not work. Ben would call me if had issues. It would be good to have 
some type of support so it is not solely my responsibility. 
(Coach) Give an example of the GoodGym App not working for you? 
Who did you contact? When did you contact them? Why not contact anyone?  
The messaging never was reliable. When the network did not work and I could not login into the app. 
When I would try to zoom into the map and it would stop the tracking. I would wait for you [researcher] 
to come to the next visit. If you are not here I would need support from GoodGym. 
(Runner) Were you contacted by your coach for help with the GoodGym App? 
The App is good on the computer and worked fine. There would need to be a person who can come and 
fix it when it breaks. Right now I would contact [the researcher]. 
(Runner) What is your opinion of providing support for the GoodGym App as part of your visit? (intrude 
on experience of visit? Concerned become tech support for coach? )
Barbara: I would prefer that Ben had someone at GoodGym to contact. Ben is fairly self-sufficient in 
working with the tablet. We can both do it and work on it during visit. I won’t want our visits to become 
about tech support.  Especially at the beginning of the visit when we are just getting to know each other. 
Ben; I didn’t know that if felt like work for you. I won’t want the visits to feel like work. 
Barbara: It not so much about work. But I wouldn’t want it to be come the sole focus of our visits. 
(coach) Did you use the paper guides to help you use the GoodGym App on your own? Why or why not? 
Is there anything that would have made them useful? 
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(Runner) Did you use the paper guides to help support the coach in using the GoodGym App? (Did you 
remember there were guides?)
No. I didn’t know that Ben had any guides. 
(coach) Did you use the video guides on the iPad to help you use the GoodGym App? (could you find on 
videos on the iPad?) Did you remember you had a paper guide to show you where video guides were 
located) 
Ben: No. I never looked at them. 
I have a neighbour who I have been showing the tablet to during the tea time. He has been using it to look 
stuff up. I showed him pictures have taken with the tablet. He was surprise how much you can do on such 
a little device. He has gone and gotten himself his own tablet. We now work on the tablets together during 
tea time. We now have three or four of us that meet over tea time. Mostly we share what we found in 
music or videos. Sometimes if someone is having an issue with their iPad we help each other out.
(Runner) Did you use the video guides to help support the coach in using the GoodGym App?
No. I didn’t know about the video guides either. 
Now we are going to talk your overall experience during the course of the research study from 
September 2013 – January 2013. This includes both supported and unsupported usage.
Based on your experience over the last 4 months, what is your opinion of using the GoodGym App on an 
on going basis?
Second nature now. We set the next visit at the end of each visit. I tracked her run up until she broke her 
phone and she can’t use it anymore. We never got the messaging to work well. It is not complicated. It has 
served its purpose of connecting Barbara and I between visits. It also helped get used to using the tablet. I 
began to learn how the vibration would indicate if it was turning on or off. 
In thinking about your experience in the last 4 months, what are the positive experiences with GoodGym 
App that standout for you? (tracking, messaging)
Ben: I liked that I could contact Barbara through the messaging. It would be better if it had been reliable. 
Now that we use email it nice that I contact people through email. Especially since I can’t use the phone 
that well with my hearing issues. After the disappoint of trying the computer class. It is a relief to be able 
to learn the tablet and get support like you [researcher]. The tracking is great for me when it works. I like 
seeing where Barbara is running. 
Barbara: I like the tracking too but as a runner would be better if it was stable like RunKeeper. It would be 
good it the whole thing was stable. It is nice that Ben and I can send emails to each other. I know that is 
not the App but we use other aspects outside of the app. The messaging was never stable so we have email 
now. . 
In thinking about your experience in the last 4 months, what are the negative experiences with GoodGym 
App that standout for you? (delayed communication?, connectivity?)
Ben: As we have discussed already the messaging never really work or was reliable through the 
GoodGym. The network being lost and not being able to login. I went to pick up a mate at the airport. I 
thought I could use the maps to help use get there. I have another friend go with me. We were able to get 
the initial route but then it would not update as we travelled. It was disappointing that it did not track us 
like we thought it would. 
It is slow to turn on when you start up the tablet. I would keep turing it off before it came on because I 
was impatient. I had to learn to feel for the vibration to know if it was turning on or off. When I would get 
network error, I didn’t know what that meant until you [researcher] explained it to me. 
And then there was the time when I thought that I had lost emails on the gmail app. I had you remove it 
because it frustrated me. It caused me not to trust the system. 
Barbara: I agree with Ben on the messaging. Also the issue with running with the phone in my hand. 


























(coach) Do you feel you were supported in learning to use the GoodGym App? 
 
As long as, I have you [researcher] then yes. Barbara would help if she could. I would need support to 
learn something like this new. I wouldn’t want my visit with Barbara to just become about the tablet. It 
would be good if there were support at GoodGym. That you could email, message or call. For example, I 
would need a text based way to communicate since I have issues with my earing. . 
 
 
(Runner) Do you feel you were supported in learning to use the GoodGym App?
 
I like the induction at the beginning. Once I had it setup on the phone it was easier to start using the app. 
With you. [researcher] coming the visit. That is helpful to figure out issues. I agree with Ben that there 
would need to be support from GoodGym since I assume it would not be the case we have a one to one 
every time. I also would not want to be the sole support for making the app or the tablet work. I won’t 
want the visits to become tech support. 
 
This is the first time that I have had a smartphone. I broke smartphone the other day. I am debating if I 
want to fix it. It is not just this experience but in general I don’t know if I like it. I don’t know if I need all 
this stuff all the time. I miss my old cell phone. Texting and calls pretty much covered what I need. The 






Based on your experience over the last 4 months, what recommendations would give GoodGym regarding 
the App becoming a part of the GoodGym coach/runner experience? (why should? Why shouldn’t) 
 
Ben: I like the tracking and the messaging, if it works. I think it should depend on the pairing. Barbara 
only recently got a smartphone. Without that she could not use the app. However, we are able to email 
even though her phone is broken. I think there is good potential but it should not become the focus of the 
visit. 
 
Barbara: I agree that I would not want it to become the focus. I don’t think it should be introduced at the 






Based on your experience over the last 4 months, what thoughts do you have regarding alternative 
supportive technology to the GoodGym App? (phone?, GoodGym TV channel?)
 
Ben: I would like to be connected with other coaches. The tea party was the first time I met other coaches. 
I would be nice if we could stay in touch with each other. Trade stories about our runners (tee hee). I have 
said already the app is a good idea in principle. The details on support and stability would need to be 
worked out. 
 
Barbara: I run in all types of weather so having a weather forecaster popup would be good. Because the 
weather does change fast here. I would like to know if there is an emergency with Ben so I can follow up 






Based on your experience over the last 4 months, what areas of your coach/runner experience that 
GoodGym could provide support? (not necessarily tech, GG admin follow up, GG events for 
runners/coach?, )
 
Ben: As I just said more events for coaches to meet each other. It is nice to have the runner but if this is to 
be a community then it should include having coaches meet each other. 
 
Barbara: I agree with Ben about the coaches. For me, it would be good to have a connection with other 
runners with coaches. Because I don’t get to group runs and other events that are run centric with 
GoodGym. 
 
Based on your experience over the last 4 months, what is one word you would use to describe you 
experience with the GoodGym App?
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That is because recently I tried to check for out visit and I could not get it log into the GoodGym app. I 
felt annoyed that it was not working again. It seems lately that it is working less reliability than better. 




Good Gym Coach/Runner Participants
Prototype Ending Interview Questions: iPad Usage (visit B)
This interview will be audio recorded only. 
If the participant is uncomfortable with audio recording, only notes will be taken.
Participants may decline to answer any question and may end the interview at any time.
 






















Timeframe: September 2013 – November 2013 – supported usage
 
From September to November how often did you use the iPad?
(weekly? Daily? Only during visits?) 
 
On average on  Tuesdays to check the power and see when our next visit is and look for messages most 
days. 
 
We are going to discuss your general usage of the iPad over the course of the study. How often and 
what type of activities.  
 
When you did use it how did you use for? (10 mins, 20mins, etc….)
 
Ben: 5 or 10 minutes at a time at the most. I will fiddle with it and then get lost. I will put it away and 
come back to it later. I don’t have much patience so when I get frustrated I just stop and do something 
else. 
 
I found that I could play music on it. So I would use it for playing music when the network would work. 
You [researcher]  showed me the  site called GrooveShark. That has changed my life. I love it. 
 
Barbara: I would only use it on my phone to track my run to Ben’s place. We use email now since the 
messaging never worked. We set our next visit in the app at the end of our current visit. However, I never 
really felt like I needed to check it. I remember it pretty well on my own. 
 
 
Why would you use the iPad? 
(Internet search, email, messaging, phone, take pictures)
I used the internet some to look things up. I had the issue with the Gmail app and had you [researcher] 
remove it. I would just use email through the web. I can’t hear so I don’t use the phone. Mainly for 
messaging and email. 
 
























What activity did you do most often on the iPad?
(Internet searches, email, phone, messaging, take pictures)
 
Ben: The Christmas pictures that I took of my carer and of Barbara and myself. We had been the party 
they had here and had our crowns on. It would be good if I had a way to put it [tablet] on a tripod. It has 
for me to take a steady picture. 
 
 
What would motivate you to use the iPad? 
(at home, weather, bored, looking for something?)
 
To check my email and see if there were any messaging. Particulary, if Barbara is coming or not. Or if she 
is going to be late. Listening to music. I wish I could get the volume louder. I can hear music pretty well. I 
can’t hear well on the phone because people don’t talk loud enough. 
 
I search around on the internet about the community events in the area. 
 
Researcher: would you take it with you outside of the flat? 
 
Ben: No. I am not comfortable with that. It might make me a target. I was fine being in the car with a mate 
and having him use to navigate. Or try to use it to navigate. I would not be walk around with it. I would be 
afraid someone would grab it from me. Or hurt me to get it. 
 
Now we are going to discuss the things you found easy and things you found hard when using the 
iPad. 
 
What do you find easy to do with the iPad?
(Internet search, email, message, photos, turn it on/off)
 
I don’t really use it that often. Or I should say I only use it a little bit each day. I don’t know what counts 
as in terms of using it . I mainly use it for music, and email. Some internet searching. I have taken pictures 
and practice with that. I do get frustrated because I shake and I can’t get a clear image. 
 
What do you find hard to do with the iPad? 
(Internet search, email, message, photos, turn it on/off, charge it?)
 
The feel and the touch since it is a flat smooth surface. The vibration when it turns on and off is helpful. I 
would like more vibration or other type of sensory feedback when pressing around on the tablet. The 
items are small and hard to see on the screen. We played with making text and all bigger. But then it is 
hard to navigate around because it takes up so much of the screen. My fingers are too big for the icons. 
And I can’t feel anyway. The Stylus helped a lot for using the tablet. The bigger ones work quite well. 
 
 
What do you find most frustrating to do with the iPad? 
(turn it on/off, unexpected responses, connection down)
The slowness. You press the on button and nothing happens. There is a lack of cause and effect with this 
system. You have to have someone tell you that you need to press the on button a long time. The slow 
response depending the network. I couldn’t access the app or email. I would have to wait for the network 
to fit itself. The un reliability is frustrating.  
 
 
What do you find most interesting to do with the iPad? 
The messages are good. And learning to email has changed my life and the way I communicate. The 
music site and being about to make may own playlist and see if anyone else will come and listen to it. 
 
 
Were there words/phases used in the tablet that you didn’t understand and had to use? 
(shut down, log in, home, etc.…)
 
I got used to those term pretty quickly. They seem silly. Like calling this a tablet. I think of medicine first 
when I hear “tablet”. Same with the others. I will think of the original meaning of “home”. But I know in 
the computer context it means going back to the beginning. 
 
 
Based on your experience with the iPad, what is your opinion on learning the new words such as log in? 
It is not a the word I had an issue with. It was that it was pain a login. The network would be down. I 

































Based on your experience with the iPad, what is your opinion on learning new meaning for familiar words 
such as home, and shut down? 
 
Ben: We already talked about this. I know what they mean. I think they are silly but whatever. It is what 
the kids have decided to call these things in the computer. 
 
Did you use the paper guides to help you use email, photos, or search the Internet? 
(why or why not?) Is there anything that would have made them (more) useful to you? 
 
No. I did not use them. I gave them to my friend who bought his own tablet over Christmas. He reminded 
me that I had given them to him when I mentioned that we talked about guides last time. I could not find 
them in my flat. 
 
 
Did you use the video guides on the iPad to help you use email, photos, or search Internet?  Is there 
anything that would have made them (more) useful to you? 
No. I was never interested. Also with my hearing, unless you are talking very loud on the video I probably 
could not hear it. I might play them for my neighbour and see if he finds them helpful. 
 
 
Now we are going to discuss your usage of the iPad to communicate with family and friends. 
 
Before using the iPad, how did you communicate with family and friends? (phone, written, in-person 
visits)
 
Generally, in writing or have someone talk on the phone for me. 
 
Based on your experience with the iPad, has their been any changes with the way you communicate with 
your family and friends? (email, phone, messaging)
 
I am more independent now that I have email and messaging. Mainly it is email that I use to communicate 
with people. Barbara and I use it a lot. I still have to get Barbara or the carer to make phone calls if I am 
required to have to talk to someone. 
 
 
Did you ever use the iPad to make a phone call instead of your regular phone? Why or why not? 
 




Did you ever use the iPad to send emails to family and friends? (why or why not?) Did you use email 
prior to using the iPad? Why or why not? 
 
Yes, I have found email very helpful in communicating. I am getting better at doing attachments to emails.
 
 
Now we are going to discuss if you would use an iPad or a computer after the study is concluded.
 
 
Before participating in this study, had you used a computer, or a smartphone before? 
 
 
As I said back in the 80s before I retired I used a computer and even programmed a bit in COLBALT. But 
not until I got the tablet. I don’t see the need for a smartphone. Especially if I have a tablet. 
 
Before participating in this study, had you taking any computer classes? (why, why not?)
 
I had heard of Skype and wanted to know how to use it. With being video I might be able to use it since I 
could see people’s faces. However, when I went to the classes they just wanted to teach me what they 
wanted to teach. They didn’t care about what I wanted to learn. So I left. I am considering getting wireless 
so I can Skype since it will cost a lot of data on the mobile alone. I have been looking that up on the tablet. 




Before participating in this study, would you have considered using an iPad? 
Why or why not? 
 


























type. A e-reader of some sort, I had considered. Now that I have experience a tablet and that I can read 
book on here too. 
 
Would you consider using an iPad on your own now? Why or why not? 
I like it for what it does. I will miss it when you  [researcher] take it away. I am going to get my own so 
my neighbour and I can still work on our tablets together. I don’t know so much about the GoodGym app 




Would you consider taking a computer class now? Why or why not? 
 
We have been over this before. No! I don’t like them. I do like having that tablet and being able to fiddle 




Would you consider taking a class on using an iPad specifically? Why or why not? 
 
Maybe. If they are there to help me learn what I want to learn and not tell me what I need to learn. But not 
likely. Now that I know I can just fiddle. And My neighbour and myself can help each other out. 
 
 
Would you prefer to take a class on using a traditional computer with a keyboard or one with touch screen 
like the iPad? Why or why not? 
 
 
I have issues with my hands and dexterity. The touchscreen and stylus is easier for me to use. The touch 
screen slows me down. But it is I would have to hunt and peck on a physical keyboard too. So I guess not 
really a difference at this pont. 
 
Based on your experience in this study, what support would you need to feel confident you could use an 
iPad on your own? 
 
Support of being able to get in touch with someone when it stopped working. I don’t mind figuring things 
out to a point. But I would also want to be able to have someone to help when I run out of patience. That 
may be quite often in my case. 
 
 
In general, do you feel you are too old to learn new things? 
No. I am always willing to try something new. If I want I could go fly a helicopter. It just depends on what 






Based on your experience in this study, what are the things that helped you learn how to use the iPad? 
 
Having you [researcher] come here in person and work with me. 
 
Researcher: you never tried the paper or video guides. 
 
Ben: No. I didn’t bother with the paper. I have not patience for guides. And the video I didn’t try but if it 








Based on your experience in this study, do you believe that you are too old to learn to use new 
technology? 
 
Haven’t I demonstrated that I am not. I now use the tablet. and I am teaching my neighbours. I have been 
sharing my tablet with my neighbour [x]. He
took down the the type of tablet. Over Christmas he got his own tablet.
Now we get together to go on the internet 
 
It is about what is important to me and what I want to spend my time on. Maybe age makes you more 
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Based on your experience in this study, what is one word you would use to describe your experience with 
the iPad? 
 
Contrary. When it was good it was very good. When it didn’t work it was a bugger. The app seemed to 
work less and less as time wore on. The email and the messaging outside of Goodgym those I like and still 







Based on your experience in this study, is there anything you would try now that you would not try before. 
(This does not need to be technology related).
 
 
Ben: Taking pictures but want a tripod. Everything new is frustrating to me at first because I have to 




Barbara: It got me to try to use a smartphone. It has made me realize that I am not an app person. That I 
like email and  texting and phone calls. I don’t need all this other stuff. So I think this has made me less 
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Coach Sara and Runner Pollie (researcher) prototype interview part 2
• cs-int-proto-02
Good Gym Coach/Runner Participants: cs-int-proto-02
Prototype Ending Interview Questions: GoodGym App (visit A)
This interview will be audio recorded only. 
If the participant is uncomfortable with audio recording, only notes will be taken.
Participants may decline to answer any question and may end the interview at any time.
Coach Interviewee ID: Sara
(For anonymizing)
Date: 1.2.14




(Former)Occupation: Secretary Vice Management Citibank
Runner Interviewee ID: Researcher
(For anonymizing)
Date:






Timeframe: September 2013 – November 2013 – supported usage
From September to November how often did you use the GoodGym App?
(weekly? Daily? Only during visits?)
I used it every day. I would send messages to you [researcher]. I would fiddle around with the buttons. I 
figured out how to find the calculator and use it. 
Has your usage of the GoodGym App changed since September? 
(how has it changed?) Most often? Less often? 
I use it more often. I can pull up videos to see how to do things. I found the video guides helpful. I was 
confusing at first to figure out how to get out of them. But I have now figured out how the Gallery works 
where the pictures and videos are kept. I am less frightened of using the digital tablet. I had the paper 
guides too. I used them to figure out how to use the gallery and use the digital videos. 
Why do you think your usage change (why didn’t it change?)
Because my confidence has increased. My runner, you, had patience in helping figure out how to use the 
tablet. I like that I have the tablet in my home. I can use it when I want and put it away when I don’t want 
to use it any more. I don’t have to travel to a library or a day centre. I have learned I have to keep an 
watch on the battery. I have gone to use it and realised it is not charged. 
What did you like about using the GoodGym App?
It is interesting how it works. I like seeing how you [researcher]  run to my home. I like being able to send 
messages and pictures. I like that I can make you [researcher] smile when we are not on a visit. I love that. 
I smile when I get a message from you [researcher] . 
What did you not like about using the GoodGym App?
Getting setup with it and getting used to it. It took a while for me to stop worrying so much about 
breaking it. I still get concerned if it does not behave. But I am getting better at waiting to see how to fix 
it. It was really hard to figure out how to turn it off and on. I have to push the button so long. In the 
beginning, I kept thinking it was not charged because I would push the button and it would not start. It 
took you [researcher] showing me and remembering it requires a long push to turn it on. 
What do you wish the GoodGym App could do? 
I am satisfied with what it can do. It does what we said we wanted in the tea party. I would like to be able 
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to tell it to behave and have it listen. I would like to have more confidence that when I send a message it 
has been sent. I also have had to get used to the screen turning off and disappearing. Those things are 
confusing and frustrating. And make me worry I have broken something. It has taken time to learn about 
it’s issues and that it won’t behave the way I think it should. 
 
 
 (Runner) What is your opinion on using the GoodGym App to track your run? 
(what did you like or not like about it?)
 
Researcher: I felt the pressure of being tracked and knowing my time was being monitored. It was also 
distracting from the act of running by having the phone in my hand. And checking that it was tracking and 
working. It would be nice to be able to put in my backpack and just run and enjoy the park. 
 
 
(Runner) Based on your experience over the last three months, what is your opinion on your coach being 
able to see your progress as you ran?
 
Researcher: It has made it a little game. With coach Sara standing and greeting me at the door without me 
having to knock. If I saw her waiting I knew the tracking was working. If she wasn’t there then I knew 
something was not working. 
 
 
(Coach) Based on your experience over the last three months, what is your opinion on seeing your 
runner’s progress to your visit? 
 
 
Sara: I like it. I would set it [tablet] up on the day of the visit and when the map would come on I would 
talk to it. I would say Hello, [Researcher]. I would say look you are doing well today. I would say 
encouraging things. I would see. Oh she is almost here. It is time to greet you at the door. 
 
Based on your experience over the last three months, would you like to keep using the GoodGym App? 
Why or why not? 
 
Yes, I would. The app if it was more stable. I like the messages. The tracking I like but I would like to do 
more than observe you running. I would like to be able to encourage as you run.
 
 I also have Googleist. Where I will be in bed and realise I have still awake and have been looking things 
up for two hours and it is well pass my normal bed time. 
 
Timeframe: December 2013 – January 2014 – unsupported usage
 
Now we are going to talk about the four weeks of December 2013 and January 2014 when you used 





What was your experience of using the GoodGym App on your own during those 4 weeks? 
(use it more, less? Technical difficulty?)
 
Sara: If I had a problem I would just switch it [tablet] off and start it back up again. I was amazed that we 
could send messages between here [UK] and the US. I am less afraid that I will break it. There were times 
it would not let me log in into the GoodGym app. The turn off and on did not always work. Sometimes if I 
waited a few hours or tried the next day it would work. 
 
Researcher: That might be due to the network itself. Did you get a network error? 
 




Were there parts of the GoodGym App you were confident of using on your own? 
I am good at sending the messages. I am good a reading the messages. I am still working taking pictures 
and being about to send pictures. That still confuses me. I know how to take photos. I know how to look at 
them in the Gallery. I keep having trouble on how to send them either by message or by email. 
 
 
Were there parts of the GoodGym App you were not confident of using own your own? 
 
I just talked about sending pictures. I have found them awkward. I have looked on Ebay app but I am not 
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(Coach) Did you feel that your runner could support you in using the GoodGym App?
setting visit dates, sending messages)
 
Yes, you  [researcher] were very supportive. I would have been lost if you had not been here to help me 
get used to using this tablet. It took a while for me to get to the point where I felt comfortable calling for 
help. When I got comfortable with messages. I would send a message if there was something I couldn’t 
find on the tablet. 




(Runner) Did you feel that you could support your coach in using the GoodGym App? 
(setting visit dates, sending messages)
 
I was happy to be supportive and getting the tablet up and running. Most of our early sessions were spent 
on using the digital tablet. Then when Sara had her questions answered we would then talk about other 
things. I can see how this could turn the visits into tech support and not the social support. The runner 
should not be burdened with being the sole technology support. 
 
Sara: I agree. That is why I was hesitant to call for help in the beginning. There should be support that is 




(Coach) Give an example of the GoodGym App not working for you? 
Who did you contact? When did you contact them? Why not contact anyone?  
 
The turning off and on the tablet in the beginning was frustrating. It took a while to figure out how fiddley 
it was. Getting comfortable call you [researcher/runner] for help. When it would not login and you 
[researcher/runners] pointed out that it is the issue with the phone company. You [researcher] helped me 





(Runner) Were you contacted by your coach for help with the GoodGym App? 
 
Yes. I got a phone call one evening when Sara could not log in into the App. I made arrangement to go 
visit her the next evening. When I got there and we turned it on. It was working. This when you thought 
you were crackers. Right?
 
Sara: yes, That was when I felt like a fool. You pointed out it really was an issue. That like the house 




(Runner) What is your opinion of providing support for the GoodGym App as part of your visit? (intrude 
on experience of visit? Concerned become tech support for coach? )
 
I did not mind. I wanted her to become comfortable using the tablet. However, I did become aware that 
our visits always started with the tablet. Part was the run tracker. And that we would put in for the next 
visit. So we had it sitting on our laps in front of us. 
 
Sara: I would have things I would want help with . Such as the articles on the volcanoes in spitalfields or 
the geneology or Ebay. We do have nice chats after we do the tablet. 
 
Researcher: Yes. But do you want that to be centred piece of the visit? 
 
Sara: I guess it depends. I don’t want it to become a burden and you dread coming to visit. 
 
Researcher: I don’t dread coming and I am happy to help. But thinking about someone who is new to 
visiting and GoodGym. Would this change what their visits could be. Does it automatically make it about 
the tablet, the coach and the runner? 
 
Sara: I see. Because I am a long time coach. You are my third runner. You have been with GoodGym. So I 
know what visit are like if there is no tablet. What happens if the tablet is part of the visit. That is a good 
question. I don’t know. 
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(coach) Did you use the paper guides to help you use the GoodGym App on your own? Why or why not? 
Is there anything that would have made them useful? 
 
I did look at the paper guides to try to figure out how to send photographs. But I was not able to do it. I 
did not find them very helpful. 
 
(Runner) Did you use the paper guides to help support the coach in using the GoodGym App? (Did you 
remember there were guides?)
 
I introduced the paper guides. They were intended for use over the holiday break while I was away. I was 




(coach) Did you use the video guides on the iPad to help you use the GoodGym App? (could you find on 
videos on the iPad?) Did you remember you had a paper guide to show you where video guides were 
located) 
 
I watched videos on Jamaica in the video app. It was fascinating. Somebody was quoting a poem in the 
video. It was about how pirates were stealing things off of ships. I tried to look up the poem and find out 
about it. 
 
Researcher: That is interesting. I was asking about the tutorial videos in the gallery. 
 
Sara: Sorry, I miss heard the question. Yes, I did look at the videos. I found them helpful for the 
messaging and writing an email. I am still not comfortable with sending an picture in email on messaging.  
 
 
(Runner) Did you use the video guides to help support the coach in using the GoodGym App?
 
I was not around so I could not help with the video guides. 
 
Now we are going to talk your overall experience during the course of the research study from 
September 2013 – January 2013. This includes both supported and unsupported usage.
 
 
Based on your experience over the last 4 months, what is your opinion of using the GoodGym App on an 
on going basis? 
 
It is a good idea. I like having the tablet at home.  I like that you [researcher/runner] are here to help. But 
like you said, does it change what visits will be if it is about making the tablet work. 
 
 
In thinking about your experience in the last 4 months, what are the positive experiences with GoodGym 
App that standout for you? (tracking, messaging)
 
It is easy to start to use in that you don’t have to know how to use a mouse or how to type. I do know how 
to touch type since I was a secretary. I am very good at it still. It was hard for me to get use to the screen 
keyboard because I am used to actual keyboard. 
 
I liked having you [researcher/runner] here to guide and help me. I never got help from the [computer] 
classes. I like that I could just press around on the tablet and see what happened. I like sending and getting 
messages.  Now I understand how to turn it on and keep it charged. 
 
 
In thinking about your experience in the last 4 months, what are the negative experiences with GoodGym 
App that standout for you? (delayed communication?, connectivity?)
 
 
It was hard to figure out how to turn it off and on. You have to press the button a really long time. To log 
in into the GoodGym. It would take several presses. When I would go to use it and not be sure if it was 
not charged or if it would not turn on. The power save mode, when it would just shut down the screen 
when I was reading. That was confusing until you [researcher/runners] explained it to me. I didn’t know 
what power saving meant and took a while for me to remember and figure it out.When I could not delete 




(coach) Do you feel you were supported in learning to use the GoodGym App? 
 
I felt supported when we met in person during our visits. I prefer meeting in person or a phone call for 
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support rather than messages. A few weeks ago I was having problems figuring out how to get the internet 
search to work. I gave you [researcher/runner] a call about how it was not working. Then when you called 
me back in the evening, I had figured it out. It was good because I had proved to myself I could figure out 
a problem. 
When I was on my own on the holidays and I could not get the tablet to work. I panicked and called 
GoodGym. They could not help. But then it started working again the next day or so later. 
(Runner) Do you feel you were supported in learning to use the GoodGym App?
When I was here in London and doing regular weekly visit, I do feel I was supportive. When I was home 
on the holidays. It was harder because not checking the app and the time difference. I did call once to 
introduce Sara to the family over the phone. If I am not physical present then no I am not as supportive. 
And I wonder how much of the technical support should be on the runner. 
Based on your experience over the last 4 months, what recommendations would give GoodGym regarding 
the App becoming a part of the GoodGym coach/runner experience? (why should? Why shouldn’t) 
Add more apps. GoodGym only does three things. That is good for a start. But then need to be able to do 
other things. You  [researcher/runners] showed me how to add new apps like Ebay and how to search on 
the internet. If it set up so others are able to start doing what they are interested in doing. It is good to have 
a simple start but need support when want to do things beyond GoodGym. 
Like I now have Googleist. 
Having someone who is dedicated support that you can call up for help. Even after all this time, I would 
be more comfortable calling and talking with someone on the phone than sending a message for support. 
It would take me so long to describe in message. Because I don’t know all the terminology. 
It is important that people can go at their own pace and able to do what interests them. 
So there would need to support if this was to be part of the coach/runner visits. 
Based on your experience over the last 4 months, what thoughts do you have regarding alternative 
supportive technology to the GoodGym App? (phone?, GoodGym TV channel?)
The newsletters whatever happened to them? Rebecca brought me a couple. Then they stopped. 
Researcher: Yes. GoodGym was trying to have the runners print and bring the newsletters to save on 
postage and printing. Since on a tight budget. And it turned out that it was unfair burden on the runners. It 
was an assumption that they would have the means to print and remember to take the newsletters to the 
coaches. The staff is revisiting the idea. 
Sara: It was a nice idea. The newsletters and the tea party are the only way I got to know anything about 
the other coaches. 
I think the tablet could enchance visits. But as you have mentioned need to think about if it changes what 
it means to have a runner and a coach. I would like a way to be in touch with the other coaches. I would 
be nice to have other events like the tea party where coaches can meet each other. We could talk and help 
each other with the tablets too. It would not necessarily need to be the runners. It might be better because I 
would understand what they are going through. 
Mainly [x] and I meet to help each other with searching and emailing. Occasionally, some other friends 
will come to see what we are doing. [Another friend] keeps inquiring about the tablet. I think he is going 
to get one soon. 
I am also helping a friend of another mine who thought she lost or had her tablet stolen. Her son got her 
one. I have been showing her what I have been doing at Golden time. She began to look around her house. 
She found her tablet. We are now helping each other use the tablet. 
Based on your experience over the last 4 months, what areas of your coach/runner experience that 
GoodGym could provide support? (not necessarily tech, GG admin follow up, GG events for 
runners/coach?, )
You (runner) provided the right amount of support. I have ringed up GoodGym on many occasion when I 
needed to ask about something. Like when Rebecca left. They always got back to me. It has been good to 
know that they are there. They often contact me to talk about GoodGym. I am a famous GoodGym coach.
Based on your experience over the last 4 months, what is one word you would use to describe you 
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Good Gym Coach/Runner Participants
Prototype Ending Interview Questions: iPad Usage (visit B)
This interview will be audio recorded only. 
If the participant is uncomfortable with audio recording, only notes will be taken.
Participants may decline to answer any question and may end the interview at any time.
 






















Timeframe: September 2013 – November 2013 – supported usage
 
From September to November how often did you use the iPad?
(weekly? Daily? Only during visits?) 
 
We are going to discuss your general usage of the iPad over the course of the study. How often and 
what type of activities.  
 
When you did use it how did you use for? (10 mins, 20mins, etc….)
 
It has widen my horizons. I would spend 10 to 15 minutes, at least, a day on it. When I started to take it to 
bed with me, I would use it longer. Usually at least an hour. 
 
Why would you use the iPad? 
(Internet search, email, messaging, phone, take pictures)
 
I would look up historical sites and things. I am interested in history. I know that there is a man from the 
Carolina buried in our church. I have been looking up his history. I have been looking up my own family 
history. I have found a 4th generation granddaughter who is connected to my family. It was through one of 
those sites where people post about their family and history and people they are trying to find more 
information about.
 
We have sent messages back and forth. I have been doing this through the library and making phone calls 




What activity did you do most often on the iPad?
(Internet searches, email, phone, messaging, take pictures)
 
Like I said, I have an interest in historical information. I used to go to the library twice a week. Now, I 
don’t have to go out in the rain to the library anymore. I still go for book club and Golden Time.  It is nice 
to have the tablet as an option if I don’t feel like going out. 


















What would motivate you to use the iPad? 
(at home, weather, bored, looking for something?)
 
The weather. I like to get out when the weather is nice. If it rainy or cold it is nice that I can stay in side 
but still do research. I tend to look at it first thing in the morning to see if you [researcher/runner] have 
sent anything. Then I look what is on the internet. I will look to see if people have posted on the family 
history sites. 
 
Researcher: What about shopping? 
 
I like to look at things on Ebay. But I don’t buy. I am not comfortable purchasing online yet. 
 
 
Now we are going to discuss the things you found easy and things you found hard when using the 
iPad. 
 
What do you find easy to do with the iPad?
(Internet search, email, message, photos, turn it on/off)
 
It is a way of life now. To be able to type in something and search for it. You get all the information. 
Google has so much information. They must employ a lot of people to do all this research. 
 
Researcher: Google does not provide the content. 
 
Sara: What do you mean? Where does the information come from.
 
Researcher: Similar to the library. A library does not write or publish books. It provides a way for you to 
find books that other people have written. People from all the over the world write and post things on their 
computer and share it on the internet. Google, provides you a way to search through all the items people 
have put out to share and find them. 
 





What do you find hard to do with the iPad? (Internet search, email, message, photos, turn it on/off, charge 
it?)
 
I found it stressful in the beginning. I was always worried I was going to break it [tablet]. The turning it 
[tablet] on was frustrating. I would press that button and nothing happened. If it froze, I would worry 
about what was the matter with it. I did learn to go back and turn it off and start it again. I would be 
frustrating to do that. I am still worried about breaking it. 
 
What do you find most frustrating to do with the iPad? 
(turn it on/off, unexpected responses, connection down)
 
Photographs. They still are hard for me to do.  Every time I try. I can’t get the right camera. It is either 
pointing at me or away. Whichever one I want it is the opposite. I forget how to change it. Or it is right 
and then I press something and it changes and I don’t know why.  I gave up trying to take or send photos.  
 
What do you find most interesting to do with the iPad? 
 




Were there words/phases used in the tablet that you didn’t understand and had to use? 
(shut down, log in, home, etc.…)
 
It was funny to learn the word log in. That is why I sent you [Researcher/runner]. [Researcher/runner] a 
message about it. I have gotten use to the idea that screen that the tablet starts on is home. I see the word 
shut down. I understand that means to turn off the tablet. I don’t know why they can’t just say turn off. It 
took awhile to get used to the terms and what they mean.
 
 
Based on your experience with the iPad, what is your opinion on learning the new words such as log in? 
 
Login I found it frustrating. I would try to login and it would not always work. I was never sure when I 
could get in or not. 
 
Researcher: How long did it take you to understand what log in meant? 
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Oh, that I guess not long. I would just want it to work. That I am entering something. I would want to 
enter but it would not let me. 
 
Based on your experience with the iPad, what is your opinion on learning new meaning for familiar words 
such as home, and shut down? 
It was frustrating at first. It took a while to figure out what they mean. You [researcher/runner] would say 
something about “home” and I would not know what you meant. 
I had to fiddle with it myself. Tabs in the Google [internet explorer]. That I found frustrating. It still 
confuses me when a new tab opens or a page. I don’t want to open more tabs. I then can’t go back because 
it it is a new tab. That was frustrating. I would end up with all those tabs. 
 
 
Did you use the paper guides to help you use email, photos, or search the Internet? 
(why or why not?) Is there anything that would have made them (more) useful to you? 
 
When you [researcher/runner] were away on holiday, I would sometimes look at them. I would be tidying 
up and run across them. I would remember that they are supposed to help. But I didn’t find them that 
helpful in figuring out how to do things like send a picture in message or email. 
 
Did you use the video guides on the iPad to help you use email, photos, or search Internet?  Is there 
anything that would have made them (more) useful to you? 
 
I watched a few of them. Again, I ran across them. I got stuck in the video and could not figure how to get 
out. I would have to turn off the tablet and start again. So I did not go back to them. Because they looked 
like the tablet screen it was confusing what was the video and what was the tablet. 
 
 
Now we are going to discuss your usage of the iPad to communicate with family and friends. 
 
Before using the iPad, how did you communicate with family and friends? (phone, written, in-person 
visits)
 
Haven’t we already talked about this. 
 
Researcher: Just want to revisit to see if you think of anything new. 
 
As I have said before. I mainly talk on my phone. For people in other countries, I send letters. Of course, I 
send cards to local family and friends for birthdays and Christmas and other occasions. 
 
Based on your experience with the iPad, has their been any changes with the way you communicate with 
your family and friends? (email, phone, messaging)
 
No. I still mainly talk on the phone. It is not necessary to try anything else. 
 
Researcher: You send me messages on the tablet. 
 
Yes, that is because you are the only person I know that can message. Everyone else just has a phone. 
 
Researcher: What about your friend who also has a tablet. 
 
She is just getting used to searching on Google. Maybe, if we both see a need to try messaging. She would 
need the GoodGym app. 
 
Researcher: You can do it with another app that is not GoodGym.
 
See. That is my point. I would need to learn a new app. It would depend on if we saw a need. Right now I 
don’t see a need to message when we can talk on the phone. 
 
 
Did you ever use the iPad to make a phone call instead of your regular phone? Why or why not? 
 
No. I have my own phone. I don’t even know how you would use that tablet as a phone. Where would I 
talk into it? 
 
Researcher: I could show you real quick?
 
No. Maybe later. I don’t need to use it [tablet] as a phone. 
 
 
Did you ever use the iPad to send emails to family and friends? (why or why not?) Did you use email 
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I have set up Gmail and I have used it to email you. Also some of the people from the family history 
forum. 
 
Researcher: what about with your son or other family members?
 
[My son] comes around every day and/or calls me. There is no reason to email. And I call other family 
members or they call me. I don’t see the point of email for people I know. It helpful for people like the 
ones who are sharing information about our family history. That is too much for the phone. 
 
I would like to get where I can send documents and pictures in email. 
 
 
Now we are going to discuss if you would use an iPad or a computer after the study is concluded.
 
 
Before participating in this study, had you used a computer, or a smartphone before? 
 
No. We have already discussed this many times. 
 
 
Before participating in this study, had you taking any computer classes? (why, why not?)
 
Yes, as I said before I tried three times before to take [computer]  classes without success. Once I was told 
I needed special glasses. Once I was not allowed to use the computer. The last time they told me that if I 
could not use a mouse I could not take the class. I didn’t see why the council sponsored computer classes 
for old people if they were not going to help people like me. 
 
 
Before participating in this study, had you considered taking any computer classes? (why or why not?)
 
Yes, the first time I saw a computer it was in the 1980s. It was at the office. I was near retirement so I did 
not need to learn how to use it. I remember the big disks that they would have to put in the computer. I 




Before participating in this study, would you have considered using an iPad? 
Why or why not? 
 
No. I would not have thought about it. I have a phone and I got done what I needed. Now that I have used 
it [tablet] and understand how helpful it can be. Yes. It is overwhelming to try to do it on my own. If I did 
not have the support of you [researcher/runner] I don’t know what I would do. 
In the begining I felt silly when I did not understand what was happening. I have now gained confidence 
in using it and no as worried about breaking it. 
 
Would you consider using an iPad on your own now? Why or why not? 
I would now get one of my own. Because I now understand how I can use it to help me. I would not have 




Would you consider taking a computer class now? Why or why not? 
No. I am done with trying classes. They were a waste of my time in the past. I would rather have a tablet 
and explore at my own pace. I would ask [my son] or someone for help if I need it. 
 
 
Would you consider taking a class on using an iPad specifically? Why or why not? 
 
No. Well, hard to say at this point. Before the GoodGym I would not have seen the benefit. Now. I know 
the benefit. But I would need to feel that it would be worth my time to go to the class. 
 
 
Would you prefer to take a class on using a traditional computer with a keyboard or one with touch screen 
like the iPad? Why or why not? 
 
No. While I know how to touch type. Even a laptop is big and bulky compared to the tablet. I like the 
tablet it is portable. I am getting used to the keyboard and using the pen for input. 
 
Based on your experience in this study, what support would you need to feel confident you could use an 
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Talking to people. Now that we have our Golden Hour group it is great to share. Right now the two of us 
share our tablets with the other ladies. Even if they don’t know what to do. It helps to explain it to them. I 
begin to see what I have learned and I do understand. 
 
Also, I take it to Church. I took it a while back so I could sign up to the email newsletter. People were 
impressed I had a tablet. I realized I didn’t need to worry about not being able to use it. They were happy 
to help me. I take it to church to share information I have found. I will also take it if I can’t get up with 
you [runner/researcher] to see if I can get help. 
 
 
In general, do you feel you are too old to learn new things? 
 
No. I can take a bit at a time. I do need personal support. It takes time to get where I understand what is 
going on. I need to have it [tablet] in my home so I can repeat things. If I am able to try things on my own 
time then less stressful. I would need some type of support I know I can count on. 
 
Since I never had a computer at home. I didn’t get to learn about it and what it can do for me. 
 
Based on your experience in this study, what are the things that helped you learn how to use the iPad? 
 
You [researcher/runner]. If I didn’t have you helping each week, I don’t think I would ever had gotten the 
point that I understand it. I know we have talked about the tablet changing the focus of the visits. But this 
has opened up a whole new world for me. 
 
Researcher: What about the fact you had it in your home? 
 
Yes. Having easy access was very helpful. Like I said I used it on days I didn’t want or could not go out 
because of the weather. Because I had nothing else to do. I would spend time figuring things out. I could 
put it down when I wanted. 
 
I would not feel that way about having to travel to use a computer. 
 
The people at church were also supportive. I got where I was comfortable carrying it to church to show 






Based on your experience in this study, do you believe that you are too old to learn to use new 
technology? 
 
Didn’t I just answer that? 
 
Researcher: I am just asking again to see if there is anything new you would like to say.
 
I think I have demonstrated that I can use new technology with the tablet. I have to fiddle my way through 
but I get there eventually. 
 
 




Unbelievable. Before this I would never believe that I would using a tablet to find things on the internet. I 
now know that I should just press things. Press the pictures, press buttons, just press and see what 




Based on your experience in this study, is there anything you would try now that you would not try before. 
(This does not need to be technology related).
 
 
Admitting to people that I am now using the internet. I am now making creations for the Church Raffle. 
They are basket and bows. I have confidence in making something and putting it up for raffle. I Googleist, 






































lso, I take it…
peer support
Talking t…
 
 
 
 
 
 
 
 
